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1 BACKGROUND TO THE STUDY 
 
1.1 Introduction 
The primary aim of this report is to present the findings of a series of in-depth interviews into the 
issues/problems faced by Social Landlords as they seek to improve the quality of their existing housing 
stock in a way that is environmentally, socially and economically sustainable. This builds on the work of 
a questionnaire survey (Cooper & Jones, 2008) which sought to identify the degree to which social 
housing maintenance in England and Wales had been influenced by the sustainability debate and the 
degree to which the current toolkits / practices used by maintenance managers support decision making 
aimed at incorporating improvements in the sustainability of social housing. The report presents an 
introduction to this research project and the broader IDCOP research project that it forms a part of and 
describes the methodology used by the research team in carrying out this work. The report provides a 
review of the social housing sector and new maintenance practices identified in the questionnaire survey. 
The report addresses two key research questions:  
1. What is the range of criteria that social housing maintenance managers need to address when 
assessing the sustainability of their existing social housing? 
2. How can these criteria be integrated into a decision making model that is robust and defendable?  
The report concludes that, whilst the sustainability agenda has started to impact the way housing 
maintenance managers perceive the performance of their social housing, it is clear that the current 
approach to social housing maintenance does not fully address the social, environmental and 
economic aspects of sustainability. Housing maintenance managers would wish to consider a wider 
range of criteria than is currently used to plan maintenance works via the DHS. To ensure continued 
improved quality and sustainability of the existing built environment a new maintenance model is 
needed which is based on the performance of a building in use rather than on its condition per se. This 
will require new knowledge to be generated at each stage of the maintenance / operational process. 
Maintenance managers will need to move away from the use of a (predominantly) single, subjective 
criteria model to a multi-criteria model which includes a holistic examination of the root cause of the 
problems and the technical and business solutions required to ensure the business case for action 
needs is established. The report provides a theoretical outline of a new Multi Criteria Decision Making 
(MCDM) model which has sustainability of the housing stock as its mainstay and shows how this can be 
effectively integrated into the social housing maintenance process.  
 
1.2 Innovation in Design, Construction and Operation of Buildings for People 
“Innovation in Design, Construction and Operation of Buildings for People” (IDCOP) is a multi 
institutional research programme funded under the Engineering and Physical Sciences Research Council 
(EPSRC) Sustainable Urban Environment (SUE) Programme. The aim of the IDCOP consortium is to 
find new ways to improve the performance of building envelopes over the whole building life cycle. The 
main research focus is to develop innovative solutions in terms of products and processes for 
maintaining, upgrading and improving existing buildings for the benefit of people. By providing 
information on occupier behaviour, predictive models can be produced to ensure a reduction in waste, 
consumption of resources and carbon emissions, whilst improving occupier comfort. 
 
The specific work of IDCOP covers three areas; Façade Technology; Social Housing Maintenance and 
Refurbishment; and Embedded Sensor Technology and Occupier Behaviour. Within this programme of 
work the Social Housing section has examined the problems associated with the current maintenance 
process and has focused on ; the impact stakeholders have on decision making; what is achievable in 
terms of environmental and quality of life improvements for the various levels of maintenance funding 
strategies available; the impact that current initiatives (Decent Homes Standard and EcoHomes etc) have 
on priority setting,  and, if priorities set by political agendas, reflect the true sustainable issues that face 
social housing providers. This report focuses on a sub-section of the Social Housing work by 
considering how sustainable current maintenance practices are and identifying areas for improvement 
and re-design to the maintenance process that are required to reduce waste and achieve long term social, 
economic and environmental benefits.  
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2  THE UK SOCIAL HOUSING STOCK 
 
2.1 The Social Housing Sector 
According to the English House Condition Survey (EHCS) 2005 headline report there are 
approximately 22 million homes in England. There are approximately 3.9 million (17.9%) properties 
within the social sector, of which 2.1 million (9.5%) are owned by Local Authorities (LA) and 1.8 
million (8.2%) are owned by Registered Social Landlords (RSL). That leaves 70.2% which are owner 
occupied and 11.9% which are rented from private landlords. The social housing stock is relatively old 
with just over 50% of it being constructed prior to 1965 compared to approximately 60% of the 
privately owned stock. 
 
Only about 1% of UK’s housing stock is replaced each year according to the UK Foresight Report, 
Constructing The Future (DTI 2001) and by 2050, two thirds of the stock will comprise houses that 
exist today. Therefore if the built environment is to address the changing needs of society in a more 
sustainable manner the construction (housing) industry will have to work, to a large extent with 
existing stock. The Foresight report recognised the rapid and unprecedented change the construction 
industry will experience over the next 20 years and proposed an integrated approach be taken 
throughout the construction process. The recommendations within the report; promote smart buildings; 
improve health and safety; enable supply chain integration; invest in people; improve existing built 
facilities; exploit global competitiveness; embrace sustainability; increase investment returns and plan 
ahead; should be not be viewed in isolation but used in a collective manner. These considerations 
provided the context for this study. 
 
2.2  Quality of the Housing Stock  
There have been concerns’ regarding the condition of UK social housing since the 1980’s when a 
combination of low management and maintenance allowances, unwillingness to raise rents to match 
repair needs and restrictions preventing the cross subsidisation of Housing Revenue Account (HRA) 
from general funds, resulted in large repair backlogs. (DETR, 2000). By 1996 the repair backlog had 
reached £19 billion for England alone (DCLG, 2000).  
 
In 2000, in response to these concerns the government committed itself to a target where all social 
housing would be decent by 2010. In this context decency was outlined in The Decent Home Standard 
(DHS)1. In 2004 this target was extended to include 70% of private sector dwellings occupied by 
vulnerable households (ODPM, 2004). There have been improvements in levels of decency across all 
tenures since 1996 but the greatest improvements have been made within the social sector and there is 
now little difference in the rates of non-decency between the social and private sectors. In 1996 42.6% 
(6.8 million) of all private accommodation and 52.6% (2.3 million) of all social accommodation was 
non-decent. In 2005 the levels of non-decent housing had reduced to 26.4% (4.76 million) of all 
private accommodation and 28.7% (1.1 million) of all social accommodation (EHCS, 2006).  
 
The definition of what constitutes a Decent Home was amended by the DCLG in 2006 to reflect the 
Housing Health and Safety Rating System (HHSRS). A home is now considered decent if it meets: all 
components of the HHSRS; Disrepair; Modern Facilities; and Thermal Comfort criteria.  
 
The HHSRS is a statutory instrument that places a legal obligation on landlords to ensure that their 
housing does not pose a danger to those who occupy it. It supersedes the fitness standard, being first 
introduced in England in the 2004 Housing Act and implemented from the 6th April 2006. The system 
focuses on physical causes of accidents, “based on the risk to the potential occupant who is most 
vulnerable to that hazard” (DCLG 2006) ensuring that a dwelling is “able to supply the basic needs for 
the everyday life of the range of households who could normally be expected to live there” and which 
“should not contain any deficiency that might give rise to a hazard which interferes with, or puts at 
risk, the health and safety … of the occupants”. Twenty nine hazards are assessed under the headings 
physiological requirements, pollutants, psychological requirements, protection against infection and 
protection against accidents. When completing a HHSRS assessment the inspector is required to 
                                                 
1 According to the UK government, ‘A decent home is one which is wind and weather tight, warm and has 
modern facilities’. 
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consider two judgments; the likelihood of an occurrence that could harm an occupant and the potential 
outcomes of such an occurrence, both of which are included in the HHSRS Formula together with the 
weighting / class of harm. The class of harm is made up of four categories, 1 is Extreme, 2 is Severe, 3 
is Serious and 4 is Moderate. A house is deemed to have failed the HHSRS test if it contains 1 or more 
Category 1 criteria. 
 
A home is considered to have failed the Disrepair criteria if either: 
• One or more of the key building components (e.g. wall structure, roof structure, plumbing) are 
old (older than its standard lifetime) and, because of their condition need replacing or major 
repair; or  
• Two or more of the other building components (e.g. those which have a less immediate impact 
on the integrity of a dwelling) are old and, because of their condition, need replacing or major 
repair. 
 
A home is considered to have failed the Modern Facilities criteria if lacks three or more of the 
following: 
• A reasonably modern kitchen (20 years old or less); 
• A kitchen with adequate space and layout; 
• A reasonably modern bathroom (30 years old or less); 
• An appropriately located bathroom and WC; 
• Adequate insulation against external noise (where it is a problem); and 
• Adequate size and layout of common areas for blocks of flats 
 
A home is considered to have failed the Thermal Comfort criteria it does not have effective insulation 
and efficient heating. “A SAP 2005 rating of 35 has been established as a proxy for the likely presence 
of a Category 1 Hazard from excess cold” (DCLG, 2006) and loft insulation of 50mm has been 
established as the level at which action is triggered. 
 
In 1996 the EHCS reported a total of 2,318,000 social dwellings as non-decent with the cause of non-
decency; Thermal Comfort 83%; Unfitness (now replaced by the HHSRS) 15%; Modern Facilities 
19%; Disrepair 18% (Note: the total exceeds 100% as individual dwellings may fail more than one 
criteria). In 2005 the number of non-decent social dwellings had reduced to 1,162,000 with failure due 
to thermal comfort being the greatest cause with 712,000 (failure due to thermal comfort only) 
properties affected. However in 2006, following the introduction of the HHSRS, the total number of 
non-decent housing had still fallen; to 1,131,000 and thermal comfort amongst social housing was still 
the greatest cause with 58.7% (781,000) but looking at the total housing stock, the HHSRS was the 
reason for most failures with 58.7% (4,752,000), closely followed by thermal comfort with 50.6% 
(4,099,000) (EHCS 2006). 
 
The mechanisms to improve the quality of UK social housing vary depending on the legal status of the 
landlord.  RSLs are ‘not for profit’ housing providers of social housing registered with the Housing 
Corporation and run by a committee or board of volunteers (in the case of new Housing Associations, 
at least one third of their board or committee must consist of tenant representatives). The Housing 
Corporation’s regulatory code requires RSLs to achieve the DHS by 2010, unless specific extensions 
have been negotiated. RSLs are able to borrow money from banks and building societies to raise 
money to bring their housing up to a decent standard, this money can also be used to regenerate local 
neighbourhoods and the wider area. However this same funding has not been made available to LAs 
who wish to retain their stock but are unable to achieve the Decent Homes target (as the Government 
is keen to separate out the strategic and day-to-day management of housing stock). Instead a new 
financial framework has been developed for LAs to  
• Devolve management of stock to an Arms Length Management Organisation (ALMO). The 
LA still owns the stock but it is managed by the ALMO which is a quasi private company. 
The ALMO programme (DCLG) “provides additional resources towards the cost of achieving 
the Decent Homes target to councils who set up ALMOs” which are then assessed to be Good 
(2*) or Excellent (3*). (this funding is additional to the LA existing resources); or 
 4  
• Participate in Private Finance Initiative (PFI) where a private sector organisation takes control 
of the administration and management of the stock which is still owned by the LA; or 
• Transfer all or part of stock to RSL. 
 
It should be noted that:  
• Total Government allocations to ALMOs 2002 – 2007 was £2.8 billion 
• Total funding for ALMOs during the period 2008-2011 has been confirmed at £2.4 billion 
• Allocation of further funding for ALMOs carrying a wider remit including that of regeneration 
and the provision of affordable housing is dependent upon their governance by the Local 
Authority as they are unable to retain the income received from rents or council house sales. 
 
Finally, whilst improvements in the quality of UK social housing have occurred as a result of the 
introduction of the DHS, it is not clear how these improvements have impacted the sustainability 
agenda. In essence the DHS is a minimum standard that triggers action against a pre-set range of 
criteria. However, these standards were not developed from the sustainability agenda and, whilst some 
of the criteria have obvious links to the sustainability debate (e.g. thermal comfort), others are more 
questionable (e.g. modern facilities).  As such it could be argued that, whilst the DHS has stimulated 
improvements in the quality of UK social housing, it has done so without due considerations to the 
wider sustainability debate.  
 
2.3 Environmental, Economic and Social Sustainability 
A widely used and accepted international definition of sustainable development is that provided by 
Brundtland (1987) ‘development which meets the needs of the present without compromising the 
ability of future generations to meet their own needs’ and over the last 20 years there has been a 
growing realisation that we are not living within our means and are placing a great burden on the 
planet. 
 
A set of five principles have been agreed by the UK Government, Scottish Executive, Welsh 
Assembly Government and the Northern Ireland Administration which provide the basis for a 
sustainable development policy within the UK. These 5 principles, which must be taken into 
consideration if a policy is to be sustainable, are: 
• Living Within Environmental Limits. Respecting the limits of the planet’s environment, 
resources and biodiversity – to improve our environment and ensure that the natural resources 
needed for life are unimpaired and remain so for future generations; 
• Ensuring a Strong, Healthy & Just Society. Meeting the diverse needs of all people in existing 
and future communities, promoting personal well-being, social cohesion and inclusion, and 
creating equal opportunity for all; 
• Achieving a Sustainable Economy. Building a strong, stable and sustainable economy which 
provides prosperity and opportunities for all, and in which environmental and social costs fall 
on those who impose them (Polluter Pays), and efficient resource use is incentivised; 
• Using Sound Science Responsibly. Ensuring policy is developed and implemented on the 
basis of strong scientific evidence, whilst taking into account scientific uncertainty (through 
the Precautionary Principle) as well as public attitudes and values; 
• Promoting Good Governance. Actively promoting effective, participative systems of 
governance in all levels of society – engaging people’s creativity, energy, and diversity. 
 
To support the UK Government Sustainable Development Strategy and to focus attention, 68 national 
sustainable development indicators have been set up, 20 UK framework indicators and 48 indicators 
which represent priorities relevant to the UK Government Strategy. All of the indicators fall into one 
or more of the following areas which have been identified as priority areas for immediate action (SD, 
2007): 
• Sustainable consumption and production. To live within our means we need to change the way 
we design, produce, use and dispose of products and services so that we achieve more with 
less. 
• Climate change and energy. Whilst there may be disagreement about increased emissions 
levels and temperature change scenarios, it is now recognised and accepted that Climate 
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Change is happening and is the greatest global, environmental challenge currently being faced. 
There is also general agreement that the primary cause of climate change is the release of 
greenhouse gases, such as carbon dioxide and methane, into the atmosphere by human activity  
• Natural resource protection and enhancing the environment. “Natural resources are vital to our 
existence. Our health and well-being are closely linked to the quality of our air, water, soils 
and biological resources. Our economy and key industrial sectors are directly and indirectly 
reliant on functioning ecosystems.”. 
• Creating sustainable communities and a fairer world. By providing places where people want 
to live and work it is hoped that the cycle of degradation and poverty will be broken and the 
lives of those living in deprived communities and socially excluded groups will be improved.  
 
The built environment is central to achieving sustainable development as it impacts the environmental, 
social and economic aspects of sustainability. A selection of ways the individual property impacts 
sustainability is as follows; 
• Currently the UK’s energy consumption attributable to buildings is 40% of which 53% is as a 
result of space heating, 20% water heating, 6% lighting, 16% appliances and 5% cooking 
(Building a greener future: towards zero carbon development – DCLG consultation paper 
March 2007) 
• The material requirements and waste production involved in the building of 100 houses 
includes for example 156,842 block, 694,500 bricks, 2,700m2 of glass, 2,600m of reinforcing 
bar and 1,200m3 of spoil. The environmental impact of materials should be considered from 
all stages of its lifecycle, from extraction, transportation, manufacturing/processing, 
construction, maintenance and eventual demolition. At all these stages high quantities of 
energy and water are used, huge amounts of waste is created as well as pollution to the air, 
water and land. More than 90% of the non-energy minerals extracted in the UK are supplied as 
building materials, 82% of which are aggregates.  
• In certain places within the UK, notably the southeast, annual rainfall does not meet the 
annual extraction rates to supply our homes with water. We are also using more water per 
person than previously. Twenty years ago the average person used 140 litres a day, this has 
risen to 163 litres and is expected to rise by a further 20 litres in 20 years time.  
There are a number of existing and announced policies impacting the building fabric and affecting 
domestic energy efficiency: 
• Kyoto protocol 1997 target of 5.2% reduction in CO2 emissions; 
• EU committed to achieve 20% reduction in greenhouse gas emission by 2020 (compared to 
1990 levels) which could become 30% as part of a global, post 2012 treaty; 
• EU Energy Performance of Buildings Directive 2002 – requires all member state to achieve a 
minimum energy performance targets for buildings; 
• Climate Change Bill proposes unilateral carbon dioxide reduction target of 26-32% by 2020 
and 60% by 2050; 
• 2006 pre budget report – policy targets that all new homes should be zero carbon by 2016 
• Improvements to Part L of building regulations (4/2006) plus Home Information Packs will 
provide an indication of energy performance of houses sold; 
• 2007 – pre budget report proposes exempting investing in micro-generation from business 
rates; 
• Code for sustainable homes; 
• Green mortgages and other financial incentives; 
• Current consultation on draft strategy for sustainable construction; 
• Warm Front. 
 
In order for the 2050 target to be met the existing building stock must capitalise on energy efficiency 
and the installation of low and zero carbon technologies. There are two inter-related issues that need to 
be considered: physical improvements to the performance of existing homes; and changes to lifestyle 
to support sustainable living. A Review of The Sustainability of Existing Buildings (DCLG, 2006) 
concludes “that a substantial reduction in carbon emissions can be made by introducing cost effective 
technology that can make substantial savings for consumers on their fuel bill.” However, lack of 
information and high upfront costs are still barriers to the implementation of many technologies and 
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Government is looking to address these issues via policy development and will look at measure to 
promote greater energy efficiency and more sustainable buildings. In Securing the Future (HMG, 
2005) the Government recognise the importance that people’s lifestyle and behaviour have on carbon 
emissions and  commits to greater community engagement; deliberative forums to help people live 
more sustainable lifestyles; investigating ways in which stakeholders can influence decision making; 
new commitments to support education and training in sustainable development and evaluation of key 
environmental taxes. Whilst procedures have been put in place to address these issues for new social 
housing (the Code for Sustainable Homes), no consideration has been given to how these issues can be 
addressed through the maintenance regime of the existing social housing stock.  
 
2.4 Proposed New Maintenance Model for Social Housing 
The research carried out by IDCOP and supported by the results of the questionnaire determines that a 
shift in maintenance practice will be needed to ensure that the sustainability agenda is incorporated as 
a central theme. Traditional maintenance practices have been centered around a predominately single 
(condition based) criteria, the limitations of which are well documented within industry and research 
literature (the maintenance planning process being out of sync with organisational polices, issues 
regarding the effectiveness and efficiency of reliance upon the stock condition survey as a means of 
determining the maintenance budget, maintenance demand exceeding resources and lack of learning 
within the system despite the inference that a feedback loop is present). To ensure the quality and 
sustainability of the existing social housing continues to improve, the authors determine that a new 
maintenance model is needed based on the performance of a building rather than on its condition as 
represented by the generic performance based sustainable housing maintenance model shown in figure 
2.1. Such a change will require new knowledge to be generated at each stage of the maintenance / 
process model. One of the aims of the interview was to determine what new knowledge is needed to 
build up this model, the results of which will effectively be brought together in a multi-criteria 
decision model which includes a holistic examination of the root cause of the problems which will 
ensure that the appropriate technical and business solutions are developed so that there is always a 
business case for maintenance action. 
 
 
Figure 2.1 Performance Based Sustainable Housing Maintenance Model 
 
The expectation is that the proposed Sustainable Housing Maintenance Model will be adaptable 
enough to represent individual Landlord requirements whilst at the same time being applicable to all 
landlords as there is an understanding of how house units and their components impact on triple 
bottom line (environment, economic and social) of the sustainability agenda. 
 
  In developing the model via the follow-up interviews, consideration was given to: 
 
Policy/Strategy 
• Developing approaches that allow local interpretation of the sustainability agenda in such a 
way that they specifically inform the development of the performance toolkits. 
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Performance Toolkits 
• Developing a range of toolkits that reflect performance-in-use of dwellings against robust 
quantitative and qualitative indicators.   
 
Analysis Toolkits 
• Developing a range of approaches that seek to identify why a dwelling is under performing 
and not just to recognise that it is under performing as in many cases this may be the symptom 
and not the cause of the problem, for example higher than expected energy consumption may 
be the result of poor insulation, it may be due to occupant behaviour or it might be a result of a 
combination of the two.   
 
Project Brief 
• Developing a project brief that communicates the cause of the problem and the expected 
improvements so that solutions can be proposed and evaluated.  It will be used to measure 
how the proposed action performs against initial expectations. 
 
Modelling Toolkits  
• Developing a range of whole-life approaches that will allow alternative solutions to be 
evaluated against current and future (expected) needs.   
 
Impact Toolkits 
• Developing a range of toolkits that measure performance of the solution in use.  These will be 
aligned to the performance toolkits thus closing the maintenance feedback loop.  
 
2.5 Multi-Criteria Decision Making Theory 
In order that the three aspects of sustainability be incorporated into the maintenance decision making 
process and to allow the property to be assessed according to its performance, it is proposed that a 
multi criteria decision making approach be taken, in this instance the Analytical Hierarchy Process 
(AHP). 
 
Thomas Saaty developed AHP at the Wharton School of Business in the early 1970’s (Saaty 1996) 
which allows decision makers to evaluate a complex problem using a hierarchical structure in terms 
of; the goal; a statement of the overall objective; objectives; what we are trying to achieve by the 
maintenance; and alternatives; states the possible alternatives in achieving the goal. 
 
This paper is concerned only with the first stage of the AHP process which is to breakdown the 
problem into its component parts and develops a hierarchy. The second stage is to establish the 
priorities by determining the importance of the objectives in achieving the goal through pair-wise 
comparisons. In the third stage the pair-wise comparison information is represented by the pair-wise 
comparison matrix, which allows for subjective and objective data to be used and the forth stage is the 
calculation of the global priority order and global consistency for each objective/alternative etc by 
synthesizing the results. (Saaty 1990). 
  
By taking a multi criteria approach to maintenance all aspects of the decision are considered and no 
criteria should be omitted. It should be pointed out however that this approach will not provide the 
perfect answer as objectivity may still be questioned due to, bias, imprecise data and the line between 
what is and is not feasible is often fuzzy. However, it should provide a more transparent and consistent 
mechanism for decision making. 
 
2.6 Details of the Interview Process 
On the 13th February 2007 all landlords who completed the questionnaire survey and were within a 3 
hour train journey of Manchester or London were requested to attend an interview. Twenty nine 
landlords, representing RSLs, LAs and ALMOs from the North West, Midlands, Humberside, Greater 
London and Home Counties consented to face to face interviews but due to unforeseen circumstances, 
the maintenance managers and Chief Executives of only 27 were actually interviewed. All interviews 
took place in the landlord’s office between April 2007 and June 2007, a list of interview topics was 
distributed prior to the interviews taking place.  
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Free format type interviews using a topic list (housing maintenance, quality, sustainability strategy and 
general) and agenda of questions was used so that where appropriate, additional questions could be 
asked to probe more deeply into issues of interest, taking account of previous responses, individual 
responses to the questionnaire survey and to accommodate the specifics of each organisation. Twenty 
four of the interviews conducted were attended by 1 interviewee; the remaining 3 were attended by 2. 
Only brief contemporous notes were taken during the interviews, taking continuous notes would have 
detracted from the discussion and with permission from the interviewee all interviews were audio 
recorded and transcribed at a later date into a word document. The questions within each topic were 
asked in the same sequence although the sequence of topics was sometimes reversed to accommodate 
time constraints. 
 
Due to the extent of the raw data collected during the interview process, this initial analysis relates to 
the development of the sustainable maintenance decision making hierarchy where interviewees were 
asked to balance the social, environmental and economic aspects of sustainability and then to identify 
criteria pertinent to each.  
 
In terms of analysis, the first exercise was to balance the triple bottom line of sustainability which was 
completed by tabulating the different sequences chosen and noting the number of times they occurred. 
From this it was possible to determine the number of times economics had been chosen as most 
important, second and third most important, a process which was repeated for social and 
environmental.  
 
The second exercise was to build the sustainable maintenance hierarchy. The hierarchy goal is ‘to 
improve the sustainability of the existing housing stock through routine maintenance’, the top tier of 
the hierarchy consists of the three nodes; Economic; Social; and Environmental which represents the 
three aspects of sustainability. The children to those nodes were determined by tabulating the 
maintenance managers and chief executives literal responses. 
 
The third exercise was carried out collectively by the research team which reviewed the audio 
recordings and written literal responses and determined which responses could be grouped as a single 
criterion; and which criteria could be grouped as children and/or grandchildren to the nodes. From this 
analysis it emerged that the responses given were dependant upon two courses of action ‘maintenance 
practice’ (the maintenance process) and the ‘house going forward’ (maintenance work carried out on 
the property). From the final examination of the data in this format it was agreed that many of the 
economic responses related to budgets and were removed from the hierarchy (so that results could be 
compared between the RSL and ALMO/LA groups, their data was originally kept separate but for the 
purposes of this report have been combined). 
 
The fourth and final exercise was the qualitative analysis of the transcripts for this topic. The analysis 
was carried out using NVivo 8 software, a form of contextual analysis which helps manage and store 
unstructured data, with purpose built tools for coding, sorting and arranging data, to aid analysis. 
Because there was a clear and predetermined product required from the coding of this raw data it was 
possible to establish the tree nodes prior to coding.  
 
Coding was carried out in two phases; in the first phase all transcripts were read through and manually 
coded for all nodes within the ‘positive and negative statements about sustainability’ tree node; and 
phase 2 was a repeat of phase 1 but for the ‘sustainable maintenance hierarchy’ tree node. Two 
documents were produced as a result of the coding exercises; the node document (which displays, 
amongst other things, the reference details and the coded text pertinent to that node) and the ‘key 
points’ document (a memo document containing all the emergent key points which are then 
electronically linked to the references within the transcript). 
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3.0 Main Findings  
 
3.1 General View of Social Housing and Maintenance 
There are three types of social housing landlord, LAs, HAs and ALMOs, all committed to providing 
“… housing of an adequate standard which is provided to rent (or on a shared ownership basis) at 
below market cost for households in need of Local Authority or Registered Social Landlords operating 
on a basis of accepted and regulated standards of good practice in relation to physical conditions, 
management, allocation, equal opportunities and accountability to tenants and other stakeholders.” 
(DCLG, Good Practice Guide to Local Housing Needs Assessment) Yet the nature of these landlords 
is remarkably varied and offers a diverse range of services to their tenants. At one end of the spectrum 
is the HA whose attitude towards social housing is very simplistic 
 
“…. housing in very simple terms was always, we built them, we let them and we maintain them 
and that’s housing management in a nutshell. As far as the tenants are concerned, we have an 
agreement with them, if you can pay your rent, we wont cause you any grief, if you don’t cause us 
any nuisance, we shall not rattle your cage and if you want a transfer then we’ll do our best to 
help you, if you need some adaptation, to be honest we’ll do our best to help you with that. It’s a 
very simple contract.” 
 
And at the other end of the spectrum is the LA / ALMOs that believes it is their responsibility to help 
achieve sustainable communities via cross agency working    
 
“… we need to make sure that we don’t think that just doing up homes and making them decent is 
going to solve all a communities issues. Its  an equation as I see it as, its quite complicated in 
terms of sustainability, it requires full engagement of all partners involved in the community, 
police, health, local shop tenants for example, services, all those people and the tenants 
themselves involved; What are the issue? What are the problems? What do we need to do? How 
are we going to make sure that this estate, for example has a future? Can it be sustained? Can we 
build a plan for it? What’s the contribution of that agency and what’s the contribution of that 
agency? Where is the funding coming from? Where is the funding needed? For me it’s vital that 
we don’t just think about, in isolation.” 
 
Cross agency working can be achieved via the Local Area Agreement (LAA), which some 
interviewees have been involved in but like everything else needs strong management to ensure the 
overall objective is not lost. Without a strong champion the good intentions of the LAA may not be 
achieved. 
 
“We tried to do, LAA where we worked with transportation services, the police, social services 
and people have gone away to do their bit and then we’ve found out that one person is putting in a 
wall and another person is putting in a fence at the same property …”   
 
These landlords understand that their actions impact the wider society, beyond people housed in their 
properties. 
 
“… if you’ve got long term commitment and they know they’re going to get £8-10 million worth of 
work every year for the next couple of years off you they can afford to have directly employed staff 
rather than subcontracted staff and one of the contractors said that they had already taken on 100 
people on that basis. So they would take on people for trainees as apprenticeships because 
someone is going to be around for 2 or 3 years because they’ve got that longer commitment 
…which will be a really good thing to do because this part of London suffered with Fords going 
amongst other things, it’s a really big issue here, educational standards weren’t particularly high 
I don’t think 20 years ago but it didn’t matter because you’d go to work at Fords and it aint like 
that anymore, so a big drive around education for the borough, its become a much higher 
priority.” 
 
3.1.1 Cost 
The results of the interviews show that an organisations attitude to cost and sustainability is largely 
dependant upon its financial position and the age/condition of its stock, although there are exceptions. 
There appears to be two extreme cases, those organisations that have a healthy financial starting 
position (excess funds available for their current work load), combined with relatively new/decent 
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stock and those who have insufficient funds available to prevent repair backlogs occurring and are 
unable to meet the DHS target.  
 
“….Have millions in the bank at the moment and currently make approximately £300/400K a year. 
At the end of the day our priority is not price at the moment, so environmental, particularly on 
procurement side will have a bigger impact, and customer service also becomes a factor as well. 
It’s good to have that luxury… We are starting off from a very low cost basis, all the properties 
had been modernised, a lot had been modernised prior to the transfer in ’97 and then we had a 
massive grant, approximately £2 to £3 million to modernise all the remainder. So from a planned 
maintenance aspect, we don’t do a lot of planned maintenance at the moment, because we just 
don’t need to because properties haven’t aged that much. One of the reasons we don’t just 
squander that money in the bank is because we know we will have to use it for any planned 
maintenance. ….. cost [as a barrier to more sustainable practices] not a big one anymore, than 
when I responded, it was more important then but the Chief Executive has said ‘sod the cost lets 
just go for It’.” 
 
“…. because sustainability in its purest terms can be quite expensive and the rate of return over 
the following years is not that great and if you’re a small housing association controlled by your 
rents, you can’t increase your income, there are no grants to housing associations to do any 
sustainable work or to do improvements. So you’re financing it all from within and that tends to 
limit where you concentrate….. So we concentrate on the bare minimum, we know what people are 
talking about, we can understand what they are talking about but we can’t afford it and I don’t 
know many RSLs that can afford the agenda..” 
 
Of course having excess funds does not mean organisations will concentrate more on sustainable 
solutions; this is more dependent upon the principles of the organisation in question  
 
“From an economic point of view (we are) in a good position, we are financially viable so we 
have no problem in meeting things like the DHS criteria and meeting our PPM objectives for the 
future…….. although climate change is not on the agenda, from time to time it is addressed.  
 
And as one housing association demonstrates, your central principle can be sustainability whilst 
having limited funds and older stock, so long as it’s being driven from within. 
 
There are also two schools of thought regarding sustainable solutions and perceived cost. There are 
those organisations who believe that more sustainable solutions are inherently more expensive and 
those who believe more sustainable solutions can actually save money. Those organisations who 
actually believe more sustainable practices are cost effective include those whose attitudes towards 
sustainability are not based on a black bank balance but on the attitudes of those driving their 
maintenance department. 
 
“…. yes adopting more sustainable solutions will cost our organisation more money at the 
moment because of the current cost. The way that I think of being more sustainable are these 
windmills etc, generally are expensive so of course it will cost us more money but there are other 
solutions, Agenda 21 and so on that are sustainable solutions but not sustainable solutions to 
maintaining the housing and improving the sustainability of housing…… And my estimate we 
would require 25% more budget each year, guestimate that would be, and then, as I’ve indicated 
to you, we’ve already had to make reductions to our programme so if we’re doing, very 
approximately, 50% of the works our survey identified then, if we doubled our finances we’d 
probably still only do what our survey says and that doesn’t include [sustainable solutions], so 
having 25% more budget would probably be on required budget. 
 
“I think it can cost some money but its about changing peoples attitudes and its about changing 
the way we do things in terms of our recycling policy for example, or the way that we might be 
able to look at different ways of making an estate sustainable rather than ploughing huge sums of 
money into it, are we enforcing our tenancy conditions strongly enough for example.” 
 
It’s the same with attitudes towards life cycle costing; there are those who do not believe it can be 
accommodated within social housing maintenance; the perception is that more sustainable products 
and materials have a higher initial cost and those future savings cannot be accounted for in the initial 
purchasing decision (because of the limits of an annual budget), to some organisations they are unable 
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to reconcile the fact that the initial cost may be capital and the benefits may be revenue, or received by 
the tenant and finally some landlords see it being in direct conflict with the governments requirements 
for an annual percentage in savings (efficiency gains). 
 
 “Well am I going to look at life cycle cost [of a product] when I’ve got to find the money now and 
then if I’ve borrowed it I’ve got to pay that back, irrespective of what the life cycle thing is going 
to give me, is it going to give me sufficient cash to be able to pay back the lender, ‘cos I haven’t 
got any money ‘cos my rents are controlled.” 
 
“…  there is an extra over cost to being sustainable at the moment, sustainable materials tend to 
be a bit more expensive at the moment, arguably they tend to last longer, however that’s never put 
into the equation, we don’t look at things on a long term basis, we don’t look at the whole life 
cycle cost analysis” 
 
“It comes back to what we are saying all the time, the limiting factor is going to be the cash aspect 
because whilst we would want to do a whole pile more, it comes back to ….  we could fit in some 
rainwater harvesting, we could fit in some wind mills and PVs, GSHP etc not a problem, but we 
can’t because its capital and the benefit is revenue.  And its rent capped. So its rent capped, so we 
can’t, we can’t charge more, so we’re in a bit of a bind. Similarly, we’ve got to be focused on what 
we spend maintenance money on because it’s got to be sustainable and it’s got to be recoverable.” 
 
and those who use it as a central basis. The advocates of whole life costing are independent upon their 
financial position and range from those who have surplus funds to those who have insufficient funds to 
meet their current needs. These organisations believe the benefits of whole life cost outweigh those of 
traditional cost decisions and are able to recognise benefits which are not financial. 
 
 “…. energy efficiency in terms of new boilers and putting new controls in its an expense but the 
return is, well its more efficient for the tenant but it helps the SAP rating and climate change and 
all the rest of it.” 
 
“ … and the fact that they reduce running costs for the tenants which is an important criteria for 
us” 
 
“… in terms of the housing stock its mainly the maintenance of the stock and whole life costings of 
the stock, so what we don’t do as an organisation, is we don’t buy the cheapest product on the 
market which then gives us a headache over the years because we’re constantly getting call outs to 
do repairs. So what we consistently do in the business is we WLC products … we have been 
through a tendering process on boilers and you can get a very cheap boiler but the likelihood is 
that they will constantly breakdown, customer dissatisfaction from that, and in the end it actually 
costs more and it can effect the reputation of the organisation as well during that process. So what 
we do is we try to find the balance with the best quality products that then reduce future 
maintenance costs.”  
 
These same organisations who believe in non-financial benefits of whole life costing maintenance 
solutions are also able to convey this message to their board or council to gain agreement for their 
proposals whereas those organisations who only look for financial benefits cannot and see it as futile. 
 
“Well if I’m going to outlay £2 million say, my board will say to me A) why are you doing it and if 
I say we have to, well then they say ok so you do it don’t you, but if I say its nice to do, well its nice 
but £2 million is a lot of money, ok well what’s the return for us and if I say well A) we’re going to 
get, over 20 years we might get that £2 million back but if I say we wont get any return, they’d 
look at me and think I’d been on acid or something so that wont happen. So, there needs to be 
some sort of economic benefit, which will happen, I’m sure it will happen.” 
 
Even enthusiasts of whole life costing recognise that there are problems, mainly the lack of accurate 
life cycle information. (Whilst the principles have been developed in theory, practical problems still 
occur. The building maintenance cost information service data (BMI, 1992) and the PSA cost-in-use, 
elemental table (Department of Environment, PSA Specialist Services, 1991) have still failed to gain 
universal acceptance and recent projects to overcome the problems of producing useful, reliable and 
consistent WLC data have so far not come to fruition for the maintenance industry, El-Haram et al., 
2002 Development of a generic framework for collecting WLC data for the building industry) 
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“We’ve got a couple of people in the organisation who convey mixed messages about materials. 
We, since 1993 have been putting PVC windows in as a standard item. … they rot the inside out 
instead of outside inwards, you’ve got a bit of an issue there so useful in the position where we use 
them. Some people within the organisation are telling other people that you can’t obtain EcoHome 
Excellent if you’ve got PVC windows in, and as you know you loose 1 point from material and you 
can gain that by putting a washing line in. So we’re going back a step now. We’re trying to source 
good timber windows, but of course most of the good timber windows come from Germany, 
Sweden, Denmark, so what you save on the impact of using petroleum products in the plastic 
you’re shipping stuff all round the world, you have to treat them, you have to paint them, so 
there’s a bit of a debate going on about that at the moment.”  
 
“One of the things we tend to do in social housing is that we put something in that appears to have 
a long life but we don’t actually, I don’t know if there’s been 10 or 15 year study on what actually 
happens to these boilers, do they actually last, does it actually cost us more in the long term to run 
the building?” 
 
The lack of reliable life cycle cost information prevents other maintenance practices from being 
explored which could have beneficial impacts on the sustainability of existing housing in comparison 
to current maintenance practices such as ‘Just-In-Time’ (JIT). JIT maintenance is essentially 
preventative maintenance carried out just before a component or system fails with the belief that the 
maximum life from each building component and system will be achieved, but this approach is rarely 
used in the built environment. JIT maintenance requires accurate performance information, most 
commonly in the form of life cycle cost which is not currently available.  
 
“lifecycle data is really poor out there I think and … they’re very broad estimates… with all this 
technology there might now be more time to actually chipping materials and to actually get some 
real data produced, the Japanese do a lot of these intelligent buildings, there’s no reason given 
where we are with microprocessors we cant now start to put some of that into our buildings to give 
us real performance data and stuff like that about how they are actually wearing.” 
 
The government’s affordable warmth agenda is indirectly pushing the issue of whole life costing  
 
“.. they are now all these efficient boilers, the benefits is to the resident really with cheaper 
running costs not necessarily to us, but as I said, the policy for our affordable warmth is to 
provide the most efficient building we can so we’re doing that.” 
 
The general perception of more sustainable solutions is technology based rather than behaviourally 
based. Therefore more sustainable solutions cost more because the technologies are currently 
expensive, great emphasis is placed on pay back periods and retrofitting these technologies can be 
difficult and time consuming. But installing new technology is still easier than changing the behaviour 
and attitudes of people (tenants as well as landlords) and therefore less attention has traditionally been 
focused on this aspect. 
 
3.1.2 Cost and Budgets 
The literature review has highlighted problems with the current maintenance prioritisation methods 
which are “not adequate to allocate limited resources for items in urgent need”, one of the reasons 
being that the cut off line between the current programme and the backlog generally falls within a 
priority category. Therefore it is difficult to determine which items belong in the current programme 
and which in the backlog. (Shen et al, 1998). 
 
This issue was raised with a small number of landlords during the interview process which intimated 
that prioritisation of works to that degree was, in the scheme of things, not a significant problem for 
them and their solution would be to  
 
“Ask for more money or slip the work……. when you have an imbalance you’ve got two choices, 
you can either do less work or you can find more resources and the only two ways of doing less 
work is you either do less work in each home or do less homes so the spectra of stock transfers and 
selling stuff on the open market and all those sorts of things come up. At the freeviews it’s not too 
contentious so if you’ve got a house which needs a lot of work doing to it then we’re not averse to 
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disposing of that …. If it costs £40,000 - £50,000 to do and we do have some and which will fetch 
£100,000 on the open market then, it’ll be a better bet to dispose of it, than it is to hold onto it, try 
and do it up and with £150,000 or whatever you’re looking at you could 10 other 12 other houses 
with that amount of money.” 
 
“I can get around shortage of finance, I can get around not enough money to do the improvement 
programme by using innovation by making programmes slightly longer” 
 
“… not seen as an urgent repair it might be pushed onto a different department to deal with. For 
instance we have a great turnover of void properties where we have tenants coming and going and 
sometimes when people leave the void property is in such state that it costs too much money get it 
to a standard to re-let again, that would be passed onto another department for them to deal with 
and the budget found” 
 
What has been highlighted as a more significant problem is that budget allocations remain static whilst 
external demands fluctuate; this fluctuation invariably has a negative cost implication on the landlord.  
 
“the interesting one there is digital switch over, in this area, I think its 2012 when the analogue 
system is turned off, and the digital system is turned on, so if we don’t want our residents looking 
at blank screens we need to upgrade our systems, so again we’ve got a budget figure for doing 
that.” 
 
“ … I think part of the problem with maintenance is other people, the disrepair thing is about 
other people driving your budget, if you have your pot of money and you have £5m you know 
that’s all you’ve got and that’s capped, when your £5m is done you have to start giving priority to 
things you think are important but the customer is someone else who can jump in with a disrepair 
claim, so its that sort of thing that’s difficult to juggle.” 
 
“ …  the latest one that we are getting excited about now is every time we go up to a gutter, under 
the new health and safety regulations we need bloody scaffold. Well we’ve had to put a scaffold in 
the budget this year and again coming back to, you can’t increase your income so here someone 
has just lobbed an expense in for you” 
 
Of course the argument with the disrepair issue is that if works were adequately prioritized in the first 
place tenants would not be able to lay claim to disrepair and so this can be an avoidable expense. 
 
The literature review has also highlighted that basing maintenance budgets on SCS data is unreliable 
because of poor specification of initial requirements; unclear aims and objectives and inappropriate 
frameworks; an inability to predict long term cost requirements; variations in levels of experience of 
those conducting surveys; unrealistic claims by consultants selling survey services; inappropriate or 
unusable data; poor links to organizational objectives; and a lack of fit of survey data to maintenance 
programmes which leads to a gap between clients’ expectations of maintenance models and the 
limitations of the logic underpinning the SCS process (Chapman, 1999). Are there more sustainable 
alternatives? This research proposes a multi criteria in-use performance based maintenance model but 
there are alternatives. 
 
“… instead of looking at a building through its age/cost, if you could rate a building on its energy 
use/performance and then use that as an investment tool; …  our investment criteria is, cost of 
work against ability to let. In other words if cost of maintaining is high and its difficult to let then 
we would have to consider doing something about it. If you could include in that … its 
performance as an energy user, the building as an energy user then use that as part of your 
criteria for investment then I think we might be getting somewhere in terms of where we direct our 
money.” 
 
Ultimately the main reason why maintenance planning is so crucial is because landlords’ have a 
limited budget which must be used to its fullest potential to ensure government targets and tenants 
aspirations are met and whilst landlords may disagree on many aspects of housing maintenance they 
all agree that they never have enough money. This is because most maintenance works rely upon 
revenue which is received from tenant’s rents and rents are constrained to ensure that housing is 
provided at below market cost. 
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“There is a price to sustainability and rent fixing doesn’t necessarily allow you to achieve that, 
there are people who would be quite happy to pay a little bit extra for a service which is more 
environmentally friendly, more sustainable, but we are stuck with the rents that we’ve got.”  
 
“We aim to overcome it by being more efficient. The greater savings we can make get put back 
into maintenance basically. ... We always have a project ready for any surplus, if there’s a deficit 
in any other part of the organisation, we will put our hands up and say you can use that and that 
will get more work done basically. We’re successful, we’re on time, we do everything to budget 
and … we’re always second guessing where the spend will be in the future. We always know what 
is due to be replaced. We’re far better now that we’ve got the SCS that can justify the spend, 
rather than it being an individual saying, the housing officer saying ‘I need new kitchens there 
because I’m really struggling to let this property’. Now it’s far more structured about where we 
spend our money and you can see the business case for it.” 
 
Other research has concluded that tenant behaviour impacts maintenance cost and that “.. a housing 
manager who discounts tenant information in the development of a maintenance budget will not apply 
resource to full effect” (Olubodun, 2001), which one can conclude is critical with limited budgets. 
Olubodun concludes that there are 6 independent variables which are significant factors in the 
determination of maintenance requirements for housing stock; age of the tenant, is the tenant disabled, 
vandalism index, length lived in last home, right-to-buy speculation and plan to move. It appears that 
tenant behaviour is known to impact on the life span of certain components and elements but unlikely 
that this kind of data is currently captured and utilized by landlords for the purpose of developing their 
maintenance schemes, this could be because the cost of capturing this information and analyzing it 
compared to the frequency of tenancy turnover makes it impracticable, however it is not possible to 
draw specific conclusions on this from the current research.  
 
“Its alright central government saying a kitchen will last 10 years or 20 years or 30 years but 
you’ve got tenants in there that will banjo that kitchen in 3 months so there are certain issues in 
there that they don’t take into consideration …” 
 
Despite the good intentions of the DHS and in some cases the great effort of landlords, access to as 
much as 30% of total stock is denied by tenants. There are numerous reasons, the older tenant my like 
their aging kitchen/bathroom and do not wish to have it replaced, there are issues regarding the 
perceived quality of the landlords’ works, tenants may not want the disruption and those resident in 
the property may not actually be the tenancy holder. Regardless of the motives, having access denied 
can greatly impact the planning and budgeting of PPM works. 
 
3.1.3 Maintenance Decision Aiding Toolkits 
The results of the questionnaire survey showed that the stock condition survey is the primary housing 
maintenance decision making tool (all respondents except one, collect this form of data) for all types 
of social landlord. Furthermore, 92% of respondents rated it as the most important for their decision 
making. However, it also showed that performance based toolkits such as HHSRS, SAP 2001 and SAP 
2005 are not only widely used but rated as the second most important source of decision making 
information.  
 
The interviews were used to establish why these toolkits were being used and how they were 
integrated into the maintenance strategy. Table 1 provides a summary of the answers given. The 
central body of information collected is formed by the SCS, HHSRS and SAP (either 2001 or 2005), 
primarily because social landlords are required to do so by their regulators as part of their annual 
reporting mechanism, but also because they believe this to be the most efficient way which data can be 
collected to satisfy the requirements of their maintenance strategy. Two of the main aims of the 
maintenance strategy, regardless of the type of landlord, appear to be providing the most energy 
efficient homes possible appropriate to their budget and achieving the DHS 2010 target, as directed by 
government.  
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“We’re required to produce stock information for our regulators, SAP, DH analysis are the key 
ones we provide to the housing corporation annually so we’re driven to, you know, its information 
that we collect to inform our investment strategy and so our scenario is we want to produce the 
most energy efficient dwellings that we can and we can only do that based on the information that 
you collect. DH analysis is crucial and again it’s a government requirement, we’re required to 
produce this information and produce a strategy that will deliver DH by 2010 …”  
 
Toolkit No. Quote 
EcoHome 
XB 
1 “The EcoHome XB is really about where we want to be in 3 to 5 years time in terms of our 
stock investment, thinking ahead it needs to be wider because we will have a reasonable 
stock. I think that’s the thinking there and we need to be thinking about how we can invest 
better really.” 
EMAS 1 “every decision that the council make, all its reports and all the individual decisions we make, 
a thought is given to the environmental performance but its identifying the things we do ..” 
HHSRS 27 “… we’ve done a full HHSRS survey, it’s doubled the cost of the survey mind you, it’s about 
another half hour on the survey time. And it gives you a set of results that unless you have the 
book at the side of you it means absolutely nothing. J69 and you think, what does J69 mean?” 
“I think the change from ‘Fitness’ through to a more vigorous H&S risk assessment basis is 
helpful in that respect because it covers some of the major risks … the affordable warmth, 
that was scraped wasn’t it, the criteria used to be around the affordability of the property, its 
now a minimum standard of heating requirement and insulation requirement.” 
SAP 27 “… we need to do the SAP because its one of our Best Value Performance Indicators we 
need to measure the SAP improvement on an annual basis …” 
SCS 27 “Well the SCS as it says gives us an indication of the condition of a property at a point in 
time and that allows us to identify work needed and allows us to profile, cost that work, 
profile it over a number of years to develop the improvements to that individual property. It’s 
a key piece of data which has to be collected in my view from out in the field by trained 
surveyors with experience and its something that you can’t really do as a desk top exercise, 
also in terms of the SC of a property you can do energy assessment if you like or look for 
things like asbestos and also look at the immediate surrounding environment to that property 
as well and see if the immediate surrounding environment requires any work so under the 
sustainability band, sustainable neighbours agenda if you like.” 
Table 1 Data Collection Toolkits Used 
 
Generally speaking these types of information are stored in an integrated housing management 
database package, either as a bespoke or an ‘off the shelf’ package through which landlords can 
interrogate the data to determine, what works have been carried out, where, when, by whom, what 
works are programmed for the future and properties failing the DHS. 
 
As mentioned previously, there are well known issues with reliance upon SCS data to determine 
planned maintenance programmes and budgets. This point was raised during the interviews as 
interviewees were asked to discuss what they felt were the positive and negative aspects of using stock 
condition surveys. Table 2 provides a summary of the answers given, the negative points have been 
categorized as, cloning, incorrect data, subjectivity, SCS design and poor reputation and the positive 
point is that it provides key data. The issues raised by the interviewees echo those of Chapman, 1999 
and demonstrate that little progress has been made to fully overcome them. 
 
Landlords were asked what they were doing individually to overcome the most frequently cited issues 
of subjectivity, cloning and data capture. 
 
Subjectivity is being tackled by taking responsibility for it in-house, reducing the number of surveyors 
involved and comprehensive training, whilst some believe outsourcing is the solution. 
 
“… we do a rolling programme and we employ our own staff. We’ve found, nothing against 
consultants, consultants staff come and go and you’ve got a training need, whereas with your own 
staff, you can train them but we also have an audit systems administrator who does a desk top 
review of all the surveys they do looking at any human errors if you like. We also seek feedback on 
a daily basis from our maintenance surveyors, from our housing people, from our contractors and 
they feed back into it. Although it may be a slight duplication it does point things out” 
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Cloning issues have been overcome where possible by taking the decision not to clone any data, of 
course the size of the stock profile will influence this decision but its one that has been made possible 
by the Decent Home agenda 
 
“… we made a decision, because of our previous experience that what we do was to carry out a 
100% survey, bearing in mind that we were talking about a DH survey which was limited in its 
extent but we felt that if we were going to get information then its impossible to really have an idea 
of decency, particularly as we weren’t going to be able to achieve it. It’s a bit different if we were 
saying ‘ok we know what we’ve got to do, we’ve got to blitz the whole thing’ but because we knew 
we couldn’t achieve it, we then had to pick and choose and how can you pick and choose unless 
you know exactly which ones are alright” 
 
The problems associated with making sure the SCS data is accurately updated upon completion of 
planned and responsive repairs is being resolved by the implementation of integrated housing 
management database systems and robust internal procedures for its use. Information and 
communication technology has greatly improved in recent years making the collection, storage, 
interrogation and update of stock condition data easier and quicker to use but it is also recognised that 
the accuracy of this information is only as good as the information you put in it. 
 
“The flaw with our SCS is it doesn’t pick up day2day repairs, it’s only as good as the information 
we put into it. We’ve improved on that side of things by the way, we use IBS as a housing system 
and we can now identify replacements by what we call source codes. What we do quarterly, we 
run a report on source codes and it tells where we’ve installed the odd boiler, where the void 
kitchen has been put in, so we can update the SCS that way, its not ideal …” 
 
Positive and Negative Aspects of the SCS 
SCS Issue Quote 
Negative Cloning 
 
 
 
 
 
Incorrect 
Data 
 
Subjectivity 
 
 
 
 
 
 
 
SCS design 
 
 
 
 
Poor 
Reputation 
“The previous stock condition data was very poor, was only based upon 10% of our 
stock, although we have quite a similar stock we are finding that we need at least 
50% to get anything like, we are finding out that flats we thought were modernised 
aren’t and things as bad as that. So what we are doing over the next 12 months is 
doing a survey of all of our properties.” 
“The flaw with our SCS is it doesn’t pick up day2day repairs, it’s only as good as 
the information we put into it.” 
 “… people get confused about what is poor and what’s fair and what’s ok, even 
within one organisation” 
“… we don’t do a snap shot survey once every 5 years for example, we do 
continuous rolling surveys but the problem was, over the last 10 years I’ve probably 
had 20 surveyors working here, probably more, all with a different perspective of 
the life of an element.” 
“… we’ve had SCS before which have to a certain extent not been successful, the 
SCS was not really successful because, although we collected lots of information 
thinking there was a lot of information we did need, a lot of information we didn’t 
need and a lot of faulty errors in that as a result …” 
“I don’t think the SCS is particularly inaccurate but it’s just, the truth is there’s only 
a few people who believe it … we can’t convince anybody else to believe it, in their 
view it doesn’t meet what they think is the situation so therefore the SCS is wrong 
rather than their view of things.” 
Positive  Key Data  “It’s the biggest thing we do, is maintain our housing stock and we’ve got to have 
most informed information that we possibly can to be able to ensure that we can tell 
our boards and our regulators that we’re investing in the right stock at the right time. 
I don’t know of another model that will tell you that …” 
Table 2. Pros and Cons of the SCS 
 
The only positive comments regarding the use of the SCS is that it is the one, clear, recognised toolkit 
for assessing the condition of housing stock which is imperative for the formulation of maintenance 
programmes and budgets.  
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In 2000 the government committed itself to a target where all social housing would be decent by 2010. 
At that time a decent home was defined as one that was ‘wind and weather tight, warm and has 
modern facilities’ and consisted of Fitness, Disrepair, Modern Facilities and Thermal Comfort Criteria 
(discussed in more detail in the introduction). All landlords must report the number of properties 
failing the DHS to their regulators on an annual basis. 
 
On the 6th April 2006 the HHSRS replaced the fitness standard as the statutory element of the DHS. 
The HHSRS does not set out minimum standards but uses a risk assessment approach to avoid (or 
minimise) potential hazards. As mentioned in the introduction, 29 hazards are assessed as part of the 
HHSRS under the headings physiological requirements, pollutants, psychological requirements, 
protection against infection and protection against accidents.  
 
Whilst the use of the HHSRS was not mandatory until April 2006, the contents of the document have 
been known since the release of version 1 in 2000 and version 2 in 2003. So by introducing a change 
to the way properties were measured against the DHS decent part way through the target period, 
government did not expect landlords to suffer from significant increases in non-decency. It was felt 
that the most common hazard under HHSRS would be excess cold and much of the work already 
carried out as part of the Decent Home, Fuel Poverty and Energy Efficiency agendas would be 
tackling this. Landlords were also expected to be aware of the other hazards from which their stock 
was suffering even though they may not have been formally surveyed before. 
 
With this in mind the interviewees were asked for their opinion regarding the HHSRS and how its 
implementation had affected them. Table 3 provides examples of the answers given which have been 
categorised as ‘Negative Impact’, Neutral / Minimal Impact’ and ‘Positive Impact’. 
 
There were only two clearly negative comments from RSL and ALMO landlords whose main 
concerns were that the replacement was a far more complicated system than the fitness standard and 
that it had doubled the survey duration, and therefore increased costs. Neither landlord however stated 
that the number of properties which were non-decent increased as a result of the HHSRS survey. 
Impact HHSRS has had on maintenance planning 
Negative impact Neutral / Minimal Positive 
“… the HHSRS is very 
complicated, it may well take a 
long duration to apply it in the 
survey process. You can generally 
do a survey in about 45 minutes to 
a domestic property, both internal 
and external, subject to getting 
access. The HHSRS alone may take 
that … so it’s not been a welcome 
piece of legislation.” 
 
 
“Potentially overcrowding is a big 
one if the government; its wrong to 
say it’s a big one, if you fail on it 
and there’s nothing you can do 
about it you just fail on it and you 
accept that you can’t do anything 
about it….To me it is more of a 
responsive repair type issue and 
being aware of it than being a 
major works long term issue, there 
is some but most of them are 
immediate failures that happen and 
need to be tackled, its about getting 
our responsive repair staff and 
contractors up to speed is one thing 
that we need to do. Financial 
implications I don’t think are that 
great, where it might impact is on 
the fire issues and that’s almost a 
double whammy because the new 
regulatory format replaced the old 
fire precautions act…” 
I think its better actually, we’re 
probably in a position where we’ve 
always looked at risk anyway in 
terms of our stock so we’ve always 
tried to encourage people and we 
have our own H&S advisor who 
works for a property services, so 
we’ve tried to look at H&S, well it 
is a serious issue anyway so 
therefore the culture has been there 
if you like and I think by having 
this as something people have to do 
and have support from a 
management point of view and the 
impact, internally of the properties 
I don’t think its not been huge, 
because a lot of what’s been raised 
we would have done anyway, the 
biggest area for us is probably 
externally, footpaths and things like 
that, trips. So I think it will be 
good, I’m not quite sure the impact 
financially but I think there is an 
impact, time will tell.” 
Table 3. Impact of HHSRS on Maintenance Planning 
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3.1.4 PPM vs. Refurbishment 
The results of the questionnaire survey showed that ALMOs placed a greater emphasis on funding 
than did RSLs and LAs by how they differentiate between PPM and refurbishment works. This finding 
was unexpected as traditionally PPM was revenue funded and refurbishment capital funded and 
investigated further during the interviews.  
 
The 5 RSLs who were asked their opinion regarding how they differentiate between PPM and 
refurbishment works concurred with our original understanding, that it was an accountancy exercise 
with PPM works funded by the revenue account and refurbishment works funded by capital. These 
results may indicate that the phasing of this question in the survey was ambiguous and / or, the 
interview responses do not represent RSLs as a whole. 
 
3.1.5 Procurement of Maintenance Work 
The questionnaire survey confirmed that Partnering, Selective Tendering and In-house contracts were 
the preferred methods of procurement for both PPM and RM work, Table 6 shows that the 
interviewees followed a similar pattern with Partnering and Selective Tendering but this group use 
Preferred Contractor more than in-house services. 
 
The majority of landlords were using a combination of procurement methods for the completion of 
both PPM and RM works as a means of providing flexibility, satisfying LA contract requirements and 
value driven  
 
“In terms of the PPM I want to use a combination because I want the freedom. There are going to 
be some small programmes that don’t warrant long term arrangements and that sort of approach, 
I need to get specialists in or I need to be able to react to the market place and trends so I need 
that. I also do need a supply chain that is built up on some sort of preferred supplier arrangement 
etc and preferred contractor list because of course fluctuating demands and say suppose my day to 
day contractor can’t cope because of increase in demand, I need to support that person, I don’t 
want to then have to invent wheels and new relationships, if you’ve got your preferred contractor 
arrangement, you’ve got a relationship already, that you can draw on and support your existing”  
 
“… the LA contract requirements, our standing orders are still about procurement which is fair” 
 
“We have our own internal tender procedures and we have values at which we do certain things. 
So below £1500 we can simply distribute orders and these are run of the mill day2day repairs …. 
Between £1500 and £50,000 we can obtain quotations, so 3 quotations and we don’t have to have 
a formal tender opening procedure for that, officers can open those and usually go to the lowest 
bidder but then above that we need to have a tender process so sealed envelopes, proper tendering 
opening ….” 
 
Out of the 27 organisations interviewed, 24 were questioned about their procurement practices, the 
majority (54%) of which use a combination of methods including Partnering, the next significant 
group (21%) only use Partnering, then a combination of methodologies excluding Partnering and 
finally one organisation uses Competitive Bidding only. As shown in Table 4, 21 out of the 24 
landlords questioned use Partnering either in isolation or in combination, the drivers behind a 
partnership based procurement strategy is the Egan principle, efficiency gains stipulated by the 
Housing Corporation and the skills shortage. Most organisations using Partnering believe it has 
delivered efficiency in the management of maintenance works as well as direct economic savings. 
 
“We’ve found that the partnership procurement process has been a way of cutting through the 
bureaucracy of the structure of the council in effect, speeding up the delivery time ... There’s been 
significant  savings in the time and significant unraveling of bureaucracy is what the partnership 
we think has brought us, plus and I don’t fall in line with this myself but, there are efficiency 
savings to be made within the partnership procurement route in terms of economies of scale, in 
terms of supply chain management and in terms of being able to extend, a flexible approach to 
extend estates within their remit which might not have been part of their original agreement so 
therefore traditionally we would have had to put out a separate tender which would have been 
further work, further time, further money, with partnership you just broaden it.” 
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Whereas a minority feel they have been ‘arm twisted’ into using partnering by the efficiency gains of 
the spending review and do not believe economic savings will be made by this type of procurement 
and feel the organisation will be exposed to too much risk. 
 
“If I can save money I will go for it tomorrow but if that puts the business at too much risk, its very 
much risk moving from the contractor to the client and open book is cost plus, the contractors 
have no risk in it, I carry all the risk, so I’ve got to be able to see literally cash savings.” 
 
The results of the questionnaire survey showed that Sealed bids, PFI, Negotiation and Other were the 
least used forms of procurement for both types of work and across all three types of landlord. This is 
despite the government’s encouragement of the use of PFI. According to those interviewed, the size of 
the organisations and a protracted and expensive process were cited as the main reasons why PFI was 
not used more in social housing maintenance.  
 
Procurement No. Quotation 
 PPM RM  
Preferred 
Contractor 
6 5 “… need a supply chain that is built up on some sort of preferred supplier 
arrangement etc and preferred contractor list because of fluctuating demands and 
say suppose my day to day contractor can’t cope because of increase in demand, I 
need to support that person, I don’t want to then have to invent wheels and new 
relationships, if you’ve got your preferred contractor arrangement, you’ve got a 
relationship already, that you can draw on and support your existing.” 
Competitive 
Bid 
6 6 “… because we have to, in terms of our contract requirements, or the LA contract 
requirements, our standing orders are still about procurement which is fair and 
reasonable …” 
Selective 
Tendering 
13 10 “…the side that is tendered it’s just another contract on selective tendering from 
our preferred contractors list which is construction line. The way we do our 
tenders is the lowest and second lowest from the last time they tendered and a 
selection of 3 from the list, so we don’t shoot ourselves in the foot, if we have 
someone working for us successfully, they’ll get another go at tendering for us 
generally but they are usually on construction line anyway.” 
Partnering 21 17 “ … when we enter into long term strategic partnerships it is quite a significant 
part of the tender evaluation of those contractors as to how they will work with us 
to deal with some of the key government priorities. And we do have specific 
KPI’s … so we do an annual monitor of their management systems, we do an 
annual monitor of their waste management, we do our own through our value 
engineering process of all our products. So that at the end of the year that brings 
together a report of what’s been our achievements and how we’ve tackled 
things.” 
Sealed Bid 1 1 “… because we have to, in terms of the LA contract requirements, our standing 
orders are still about procurement which is fair and reasonable and we still have 
to ask for sealed bids as part and parcel of our process are competitive bids, the 
methodology for that previously was cheapest but of course we have moved away 
from that in terms of introducing quality as a criteria for that so although sealed 
bid is still prevalent they’re assessed on a number of different criteria.” 
PFI 1 2 “My view is that PFI is very protracted, it’s taken several years to get to 
finalisation, only recently of the PFI 2 contract … [took] approximately 5 years; 
the PFI took an enormous amount of time, engaging an enormous amount of 
resources to actually get it out to get the signature on the dotted line if you like.” 
Negotiation 4 2 “Negotiation, well if we’ve got a 3 year contract and the contractors working 
well, we’ll negotiate, why retender? Why go through the cost of tendering if 
everything is working well for everybody?” 
DLO 4 4 “What we have in-house is our own DLO who deliver the day2day repair service 
to 10,000 units and to a couple of HAs locally or housing type trust type set ups.” 
Improvements 
to 
Procurement 
Always room for improvement. E-tendering could be used and bidding on-line. As a LA they 
must be seen to test the market and be open and transparent which means tendering 
No need for improvement, it’s going well with the methods chosen. Efficient , giving value 
Looking for long term partnering arrangements for efficiency and value for money. 
Always room for improvement. More joint procurement / partnering clubs could be trialled to 
provide evidence regarding value for money 
Table 4. Procurement Methods for Maintenance Works 
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3.1.6 Housing Quality - The Decent Home Standard 
Because all social housing must achieve the DHS by 2010 and because funding has been made 
available to HAs and ALMOs to help achieve this target, it is the main driver behind maintenance 
plans and the focus of all spending, which if you’re operating with a limited budget, prevents money 
(and effort) being spent on any other agenda.  
 
“…. trying to do a bit here and a bit there but never doing enough and never really able to have 
the resources to do the things on every component of sustainability that we need to do, we might 
improve the houses and we do a reasonably good job at that but if we can’t improve the 
environment the sustainability equation becomes weakened perhaps, so I think as an organisation, 
we can see what we want to do, we have a reasonably clear vision of what’s needed but we’ve 
insufficient resources to deliver it, so we have to temper our plans and pull back slightly and look 
at the real priorities and I suppose our real priorities with our insufficient funds is to make sure 
our homes are warm, safe and dry.” 
 
All the interviewees who were asked what was driving their current maintenance planning said the DHS 
but in addition were, repairs outside of the DHS, installation of Carbon Monoxide detection, secure 
front doors and door entry systems, fuel poverty (via the DHS), secure by design estate improvement, 
sustainability, H&S and non-DHS promises made at transfer. In terms of estate improvement a 
difficulty mentioned by a number of landlords is that their regulators appear to assume that their 
property profile consists of estates when in reality the profile consists of pepper potted housing or 
partial ownership of estates which makes implementing estate improvements difficult. 
 
The DHS has done much to raise the profile of maintenance at board level and has provided additional 
funding to certain types of landlord for the improved quality of their stock, but according to this group 
of landlords there are more negative points to the standard than positive points. 
 
Negative  
• Its a basic / minimum standard,  
• It does not go beyond ‘the front door’ of a property and does not address communal areas or 
community issues,  
• The timescale over which the DHS has been implemented means that components and building 
elements are expected to reach the end of their life cycles at the same point resulting in large 
replacement schemes at some point in the future but funding for that is currently uncertain (i.e. all 
boilers will need replacing in 15 years),  
• The implementation of the HHSRS has resulted in maintenance requirements which were not issues 
under the original format of the DHS but which can have significant cost implications and do not 
attract funding.  
• It focused on improving upon minimum SAP ratings but made no suggestion of what level a 
realistic SAP rating should be dependent upon the building archetype. 
• It doesn’t address the single largest problem with social housing in that there isn’t enough of it 
• It doesn’t provide for environmental improvements 
• The original formula for ALMO allocations was grossly inadequate (approx. £5500/dwelling, actual 
costs for some were more like £11,000) 
• There is still a shortfall between the aspirations of the landlord and tenant and the requirements of 
the DHS,  
• Tenant expectations have been raised beyond which landlords can maintain 
 
“ … it’s crazy to spend money on stock to reach the DHS in an area that’s unsustainable if nobody 
wants to live there, they wouldn’t have recognised that. They are currently asking for RSLs to put 
forward dispensation criteria for property where the standard is not achievable by 2010 because 
of, Housing Market Renewable Areas for instance where the long term certainty is yet to be really 
clarified and we need to be absolutely sure that when we’re investing in stock that its got a long 
term future so there are question marks about some of the stock. I mean the DHS stops at the front 
door doesn’t it basically, it doesn’t address the neighbourhood in which the properties are 
located, but its, I think it does two things, as I said before it provides a benchmark by which 
lenders, funders, regulators can assess where we are at within our sector and a lot of it is tenant 
focused. I mean bathrooms and kitchens and windows are the sort of things within a stock transfer 
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organisation that have become the imperatives for the residents so, there’s a synergy between 
those two things but for a standard that we would want to achieve, I  think we would look to 
improve it on a whole range of different levels.”  
 
A smaller number of landlords thought that the DHS was beneficial because, it’s provided  
• Landlords with a good PR opportunity 
• Focus and a framework to which all landlords could work 
• Funding 
• An opportunity to address tenant’s biggest issues (kitchens, bathroom, windows) and provides 
them with a better standard of product than previously 
• An opportunity to ensure that ensured that 100% housing stock is evaluated and brought up to 
standard 
 
“…… actually the DH regime was no bad thing in the sense that it gave maintenance managers 
such as myself a framework within which to plan maintenance processes, previously, we’ve had a 
planned maintenance programme for years and have done a lot of work within that and we’ve had 
SCS before which have to a certain extent not been successful, the SCS was not really successful 
because, although we collected lots of information thinking there was a lot of information we did 
need, a lot of information we didn’t need and a lot of faulty errors in that as a result and becoming 
a DH clearly there was a need to revisit the SCS but also meant there was a great deal more 
professional help out there both in terms of the software and the advice on what to do and it 
actually focused the industry’s mind in terms of having some sort of framework and some sort of 
backup to make things more successful.”  
 
The governments document ‘A Decent Home: Definition and guidance for implementation’ (2006) 
states that the DHS should be used as an opportunity for landlords to carry out other works that fall 
outside the standard which help achieve ‘other local priorities such as improving the quality of the 
local area through environmental work to the estates, physical improvements to help design out crime 
or provision of disabled persons’ adaptations’. To take this into account some landlords have been able 
to develop and are working towards achieving their own Decent Homes Plus Standard but with the 
2010 target to be met other landlords are struggling with limited funds and will be carrying out 
maintenance to satisfy the DHS only. 
 
Beyond the scope of the DHS are housing priorities which landlords feel the pressure of but are unable 
to comply with, include, a lack of family sized accommodation (one of the impacts of the right-to-buy 
schemes has been that in some areas almost 50% of family accommodation has been lost), there is 
insufficient social housing (one landlord has 190 units empty and a waiting list of over 7000), estate 
improvement and appropriately located properties. 
 
3.2 The Sustainability Agenda and Housing Maintenance 
Sustainability is not seen as a joined up environmental, social and economic agenda but as separate 
and isolated agendas. The meaning of sustainability is unclear and undefined within single 
organisations as well as across the sector reducing its meaning and impact. 
 
3.2.1 Cost and Sustainable Technologies 
As mentioned previously, the focus for improved sustainability is very much technology driven and a 
major limiting factor to the number and types of technology these social landlords are able to install is 
initial outlay and poor payback periods. It is suggested that by providing technology manufacturers 
with a more guaranteed market for their products via various incentive schemes that helps purchasers 
with the initial cost then eventually the cost of those products will reduce to a level that is more 
affordable and can be purchased without the incentives, but greater government support is required 
than currently shown. 
 
“… if we started fitting solar panels, one of the calculations I saw was that it would probably take 
us 75 years to actually pay back that investment, but if that was part of legislation, those products 
would come down significantly in price and I think maybe if there was more support for new 
products, you know grant assistance or some sort of tax rebate scheme, that would help 
organisations like ourselves to actually trial new products that have an environmental impact.” 
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The initial cost and poor payback periods are not the only reasons why social housing landlords are 
hesitant when it comes to installing such technologies; the uncertain benefits of them are also an issue. 
One obvious solution to this dilemma is to run pilot schemes and determine for yourself the true 
benefits in terms of ease of use, ease of installation and generation (heat, electricity, hot water, clean 
water etc) capabilities. But the initial outlay to fund a pilot scheme when returns are not guaranteed is 
still seen as too great a risk to these organisations. 
 
Demolition rates in the UK are currently very low - approximately 0.8% of housing replaced each year 
(DCLG, 2006a) and, given increased demand, by 2050 approximately 70% of the housing stock will 
comprise that already built today. Thus if the housing stock is to address the social, environmental and 
economic aspects of sustainability, the housing industry will have to work largely with today’s stock. 
But social housing landlords are finding it increasing difficult to keep up with and implement the 
requirements of new legislation without additional financial support never mind trying to address the 
wider issues of sustainability which is not currently mandatory.  The Code for Sustainable Homes and 
the target for zero carbon homes all focus the industry on improving the environmental impact of new 
building but there are no equivalents for existing building and yet this is the most challenging and 
costly arena which is operating with limited funds. 
 
“The government can try to implement the zero carbon housing within new housing within 16 
years but that is such a small proportion of housing in the county, what we’ve got to do is do 
something in the social housing and then its going to be, how can social housing do anything 
beyond what they are doing already.” 
 
“some of the environmental sustainability its going to be easier doing that from a new build 
scenario when we can put in, be it  the greywater or the CHP that sort of thing, trying to plant 
those on to existing buildings very difficult, very expensive and we also have the issue of 
leaseholders having to contribute to it which given the high proportion we’ve got is often 
something very difficult to get sign up of. Whereas if we build new, allowing leaseholders to buy 
into those at a later stage, we can probably bring in more of those sustainable features and look at 
some of the things required by the new sustainable code.”  
 
Whilst it is true that social housing landlords do not receive additional funds to improve the overall 
sustainability of their stock, it is also true that they can apply for grants to support the implementation 
of sustainable technologies as well as those available from energy providers to improve the energy 
efficiency of stock. The response to such grants is mixed, those run by energy providers receive the 
most positive feedback whilst the government sponsored grants are seen as time consuming, detailed 
information on them is difficult to come by, they do not target the least inefficient housing and do not 
employ joined up thinking. 
 
“I’d just applied for a ‘green skies’ grant for some solar thermal at … and after filling in a 
massive questionnaire I had to get it to … that day because the grant was ran out. They held onto 
it for several months, came back with loads of questions and in the end they turned it down. They 
turned it down because we weren’t replacing the chlorifier, the cylinder. We didn’t need to 
because we were solar twin which used the existing cylinder, its just putting an element in the 
cylinder. So you go through this, you jump through all the hoops and they say no, you can’t have 
that. Through EEK (Energy Efficiency Commitment) we’re strategic partners with Scottish Power 
ManWeb and we have been for 5 years now and even accessing what should be standard grant is 
so difficult and the amount of grant we get is tiny. Probably £30,000 - £40,000 per year for our 
complete range of activities.” 
 
“… there is a lot of publicity given out by government and various agencies that grant is freely 
available and is easy to access and it just isn’t in practice and I think that’s a big frustration for a 
lot of housing associations or RSLs and I think that once people have made an attempt at getting 
some money and got frustrated they perhaps go away and think ‘well sod that I’m not going to 
make the effort’ and to be honest that has been persuasive for us, we have got limited grant, I think 
its something like, we’ve got a £5 million maintenance budget a year and we’re getting something 
like £10-£15,000 per year which is nothing really and it makes you wonder that by the time 
someone has gone off to several meetings, filled hundreds of forms out, is it actually worth them 
doing that.” 
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3.2.2 Sustainable Technologies Considered for Installation 
 
Reason Sustainable Technologies Considered 
Cost “… wind turbines the only place I can put them is on top of my tower blocks and I can’t afford 
them, too high a capital cost” 
 “… going back to the asset management strategy, we had 3 blocks of flats with a flat roof on 
and we know that within 5 years, that roof will need replacing. So we did a feasibility study of 
putting a light weight pitched roof on with solar panels in and unfortunately the economics 
didn’t stack up. In, honesty, it was cheaper to demolish it and start again.” 
“So if you put in technology which is untested you risk having major problems in the future and 
the maintenance of your stock… photovoltaic panels … I think the price has to come down 
substantially because the payback period isn’t worth it, over 25 years I think you still don’t 
come to a break even position” 
“We’ve looked at greywater systems, its too expensive to retrofit and one of my major, major 
problems with the stock I have is everything is retrofit and retrofit costs at least twice as much as 
new build for those sorts of systems.” 
Grant [Wind turbine not installed] “No it was because we didn’t get the grant.” 
“I can get funding for the biomass boilers but what I can’t do is afford to pipe it through the 
building.” 
Planning / 
Reliable 
Information 
“… wind, that’s a planning issue to start with, we also are given to understand that some of the 
turbines don’t actually perform as well as manufacturers claim, …what’s coming out basically is 
that wind in an urban location isn’t as productive as claims, there are issues with turbulence and 
that sort of thing.” 
Installation “We had in mind putting up a turbine up there, it didn’t really work…There were actually some 
construction problems with attaching it, it was wobbling a lot and they couldn’t actually find one 
that got over it, it was weird, you’d have thought it was a perfect location at the top of a tower 
block but there were problems and we’ve ditched it.” 
“… Traditional buildings with solar panels on the roof wouldn’t look right but it would with 
EcoHomes.” 
“… the CHP for example, you have to have something like 40 units to make it viable, we don’t 
have many schemes that have that amount in one area” 
“… we have looked at an experiment of actually putting in hoppers which allow a green hopper 
and an ordinary waste hopper, it’s this retrofit that makes it difficult for us on some of our 
blocks to do.” 
Fuel “With biomass, we’re not yet convinced that there is a good supply of biomass within a local 
area to be sure of a regular supply.” 
Research “We are investigating the use of water saving taps … can we carry out that replacement with the 
better, more environmentally friendly tap for the same cost and will it be perceived as equal to 
the tenant.” 
“… looking at replacement roof coverings,  … I’ve got 3 and 4 storey high flats, that have 
traditional roof coverings on, so if we get a strong wind and they blow off I’ve got to get 
£500,000 worth of scaffolding to replace a tile, looking at alternatives to that so looking at 
profiled roof coverings that will last a lot longer, aren’t necessarily, production wise that good 
for the environment but from a sustainable point of view (life cycle) are useful.” 
“Looking at recyclability, particularly when we’re looking at empty properties and repairing 
properties.” 
Alternative materials such as bamboo and sourcing sustainably sourced timber 
Trial “We have looked at some new stuff which is a gel that you put into radiators and it gives it an 11 
second charge which lasts for 15 minutes, so every 15 minutes you give it 11 seconds of 
electricity and then it generates heat, but you cant do that on economy 7, it has to be joined 
daytime electricity, there’s a new one that’s slightly cheaper than normal but not as cheap as 
economy 7 … so we’re trialing a couple of those now. What the manufacturers say and how it 
actually works is a different thing.” 
Sustainability 
Credentials 
Timber vs. plastic  the debate over which is more sustainable over the life cycle of a window 
“PV cells I don’t believe are environmentally friendly in construction for the amount of energy 
they produce, at this time.” 
Table 5. Sustainable Technologies Considered for Installation During Refurbishment 
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The questionnaire survey asked respondents which sustainable technologies had been considered for 
inclusion in refurbishment projects with 73% having considered proven and readily available low and 
zero carbon technologies. The technologies stated were PV, solar thermal, wind turbines, ground 
source heat pumps, biomass boilers, micro CHP and green roofs. Nine percent had considered waste 
management in the form of recycling materials and waste reduction; 6% had considered water, in the 
form of grey water recycling and reduced consumption; 6 % had considered construction methods 
such as MMC, Pod construction; and 6% had considered material use such as the use of eco paints and 
GRP windows. 
 
It was not clear from the questionnaire whether or not the technology was first considered and then 
later installed or not, this was clarified during the interview process. This group of landlords 
considered LZC technologies (12) Materials (4), Water (4), Procurement (2), then, Alternative 
Components, Energy Efficiency, Recycling and Waste (1 each) but for various reasons decided against 
installation. The reasons given against installation are summarised in Table 5 and have been 
categorized as Cost, Grant, Planning, Installation, Fuel, Research, Trial and Sustainability Credentials.  
 
As mentioned at the start of section 3.2.1 cost is the overriding factor against implementation of 
sustainable technologies due to high initial costs, poor payback periods and high retrofit installation 
costs, which are accentuated due to difficulties with attaining grants. The issues with grants is two 
fold, firstly the bureaucratic process of attaining them and secondly their limit of application.  
 
There are a number of issues regarding installation which can be further broken down to problems 
with construction, size of scheme required for installation purposes is prohibitive and finally one 
landlord felt that retrofitting such technologies on traditional build would not be socially acceptable. 
 
Alternative components, Energy Efficiency, Materials and some Water Saving Devices are currently 
being researched  and trialed for possible installation at a later date by these landlords. 
 
Other reasons given were due to planning restrictions, unavailability of locally sourced biofuels and 
PVs dubious sustainability credentials. 
 
3.2.3 Installed Sustainable Technologies 
The questionnaire survey asked respondents which sustainable technologies had been included in 
refurbishment projects, the most popular sustainable technologies that have been incorporated to date 
are those which increase the energy efficiency of the property, readily available and tested micro 
generation low and zero carbon technologies are the second most popular sustainable technology, use 
and sourcing of materials is the third most popular, water was the fourth most popular, waste 
management came next and finally the supply chain. 
 
As expected the interview responses were similar to those of the questionnaire survey, the interviews 
were used to assess what technologies were being installed, why they had been chosen and what were 
their positive and negative aspects. 
 
The reasons given for installing some of the sustainable technologies mentioned include knowledge 
base from institutes such as the BRE and EST as well as staff experience and qualifications, initial 
costs and triggers such as changing regulations and affordable warmth policies. Within the remit of 
planned and responsive maintenance, landlords are limited in respect of the types of sustainable 
technology they install, the technology must be readily available and tested or they must be in a 
position to trial that technology to ensure value for money and to safeguard their tenants. 
 
“… you look through the whole gambit of what is manageable or achievable within the area of 
work that you do and I suppose within planned maintenance, there’s only so much you can do. 
We’re not going to be putting in huge wind turbines upon things because you can’t incorporate it 
in the day2day stuff and I think you’ve just got to pick, not what’s easy but what you can 
incorporate without going out on a limb …” 
 
“Condensing boilers were triggered because of a change in regulations, so that triggered us there 
really. Everything else is around the home comfort, investment strategy, customer feedback and 
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things like that and really trying to picture the world if you like in 3 to 5 years and what will be 
our targets in 3 to 5 years …” 
 
“Initial costs are certainly critical to us. One of the issues we have, nothing that we do in 
improving properties is cost reflective. We don’t get any return for that initial expense so even 
though we are spending money on insulation as a landlord we can’t charge a higher rent to cover 
the cost of the insulation, the tenant benefits from our investment, arguably it’s all part of the same 
circle but there isn’t the driver for that.”  
 
As shown in Table 6, the interviewees provided their experiences of installing LZC and energy 
efficient technologies, which appear to be fairly well balanced in terms of positive and negative. 
Experiences of installing and using LZC technologies appear to suggest that there is little consistency 
within the industry in terms of products and installation as the same type of product can provide 
landlords with opposing experiences for ease and cost of installation and savings on tenant bills. 
 
Within the negative experiences of energy efficient technology, the sustainability ‘price’ of changing 
legislation has been questioned due to the replacement of existing boilers prior to their expired life 
expectancy to satisfy new requirements. 
 
The use of Plastics instead of timber has been raised as a sustainable and unsustainable use of 
materials. Sustainable because of reduced maintenance requirements, unsustainable because of its 
origin, chemical composition and disposal issues. This highlights a popular debate currently underway 
and emphasises the difficulties involved in accurately determining a materials life cycle analysis. 
 
Installed Sustainable Technologies 
 No. Quote 
Energy 
Efficiency 
Good 
 
 
Bad 
12 Insulation, efficient heating systems, double glazing 
“So even if we don’t do anything with the heating, we’ve actually worked out that we will 
half the running costs just by putting in insulation, putting new windows in, insulate, Oak 
cladding and new doors.” 
“… changing boilers because they’re 15 years old and they’re SEDUK C or D and we’re 
putting SEDBUK A’s in, those boilers had to be manufactured, the old ones have to be got 
rid of. So there is an economical cost there or an environmental cost there.” 
“I think the biggest con in the last 30 years has been double glazing. Double glazing does 
nothing except reduce noise, it may keep a bit of warmth in, a bit, but the cost to produce it 
completely outweighs its value …. But what we’ve done now is seal up our houses and 
turned them into sealed little boxes, we’ve lost ventilation. … and realising we’ve made a 
mistake we’re putting mechanical ventilation in so we’re putting in fans that are driven by 
electric to do something that was naturally done 10 years ago.” 
Green Roof 1 “… we’ve done one green roof project” 
LZC 
Good 
 
 
 
Bad 
7 CHP, GSHP, PV, Solar Thermal 
“I think the solar water panels that we’ve done have shown a good saving for our tenants 
… I think we’ve saved something between 50 and 60% off their heating bills …” 
“PV has not been too bad … something like 20 – 30% saving ...” 
“The CHP … technically its worked well but it hasn’t turned out to be as cost effective as, 
in terms of the running costs, the maintenance costs are particularly high …” 
“… solar hot water we’ve had a number of problems with that. Installing solar hot water in 
existing properties isn’t as straight forward as you’re led to believe …” 
“GSHPs we’ve only done a couple of houses that was not that good, for the cost, I think it 
was partly due to some issues in the installations we had the contractor to go back. They’re 
working fine now, but that’s something I’ve not been as impressed with, because it’s quite 
an expensive thing and the payback time is quite daunting. It was good to experiment with 
and I’m glad we did it but maybe that’s not something we would do again in a hurry.” 
Materials 5 “… if you went down the RICS now they would say you have to paint every 5 years, well 
we’ve recognised that paints have got better, preparation is better so we’ve stretched our 
targets to get better value out of them …” 
“We use water based paints for about 96-99% of all our painting now, 1% being metal 
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railings and things where we haven’t found alternatives for …” 
“… electrical re-wiring we are now putting in non-PVC wiring but it wasn’t necessarily to 
get rid of PVC it was because we were using low smoke emitting wiring…” 
“[tenants] still want timber windows, they still want them to be stained but it brings in 
issues of ‘we’ve got to maintain them then’ and we have a cycle of painting, we’ve 
actually just gone from a 4 year cycle to a 5 year cycle because we’re using a product that 
will last longer, so sustainability in the sense that we’ve looked at increasing those cycles 
of painting, so economically its better for us and better for the environment, but yes there is 
an argument for using UPVc, certainly, low maintenance, in some terms its more secure, 
its more energy efficient, less drafts … I can see arguments for and against.” 
Procurement 7 “… we’re not a supplier we simply, we specify, its becoming clear to me that perhaps we 
need to be smarter in our specification in telling our contractors exactly what we expect 
them to do in terms of recycling the materials. For example with the contract coming up on 
windows we’re currently carrying out some research to find out what is the most 
sustainable form of material you can use and we’re looking into different types of windows 
but also when it comes to writing the specification for that we are going to be requiring our 
contractors to specify, what they are going to do with the windows they take out, who they 
are going to take it to, what the expectation is of that agent who’s going to take them and 
where they’re going to end up.” 
“We’re working with them as partnership, all three of them sitting at the table at the same 
time and we’re looking at supply chain management which is part of that efficiency and 
sustainability issue, we’re looking at … pursuing things like ‘e’ auctions but one of the 
considerations you’ve got to make when looking at supply chain management is that you 
can actually have a massive effect on your local economy if you don’t do it right, so people 
say ‘go straight to the manufacturer’, but what about the merchant? The merchant can play 
an important role in your local economy and also your constructors don’t always have the 
capacity to store goods that are brought in, you’ve also got to look at your footprint, the 
footprint that you’re creating and what is it, the miles, the travel miles. So that needs to be 
part of the strategy.” 
“[We] are a member of Fusion 21 which is a local procurement and collaborative working 
initiative …” 
Rating 1 “… we have reviewed all our specifications against the EcoHome XB standard… and 
during the course of the DH programme we’re going to look at what we can do to bring our 
homes, the building elements of our homes up to the EcoHomes XB standard.” 
Recycle 1 “… the council will recycle wherever we can.” 
Re-use 1 “… as part of the DH programme [we] started looking at these perfectly good cast iron 
baths that we were going to throw out into a skip, actually does this make sense and we’ve 
done some makeovers which have been very successful. And the funny thing was when we 
replaced some of these baths we started to get complaints and the complaints we were 
getting was that some of our larger residents couldn’t get into the baths because the BS 
have narrowed the baths so we were better off leaving the older baths in there. We have to 
be careful and balance it with H&S issues because the older baths don’t have the (dimples 
on the bottom) to help with standing, especially with people going for the showers as 
well...” 
Waste 2 “… have a composter [at the office].” 
“… encouraging waste action plans…” 
Water 5 “Water is and will become, because we pollute more and more of it, a crucial resource in 
the not too distant future, in my opinion. …And so we’ve looked at showers, taps and 
toilets that give the impression that they are doing the same job but use half of the water 
and we will continue to look for and we tell our tenants to look for washing machines with 
an A rating for electricity but also water consumption.” 
Table 6. Sustainable Technologies Installed During Refurbishment 
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3.2.4 Sustainability and Maintenance Approach 
Incorporating sustainability as a central issue to social housing maintenance does not stop with a new 
model and set of toolkits for measuring the performance of a building in use, it requires complete buy-
in from the organisation and a new way of working. Sustainability issues are cross departmental issues 
and require a holistic approach to management, much different to the traditional management structure 
which encouraged silo working.  
 
“It’s a bit fragmented some of the people who are in management positions just haven’t thought 
about it and have just worked traditionally and it’s about having a co-ordinated approach which 
we’ve just started to do.” 
 
LAs and ALMOs tend to take a step further than looking at their internal management approach to 
dealing more holistically with sustainability issues and are more likely to consider multi agency 
approaches, than HAs. 
 
(On this estate there was a) “… huge amount of crime, anti-social behaviour, we’ve worked with 
the schools, with the police, we’ve done road shows down there we’ve put additional resources 
such as housing officers and such like into the area, the school is now highly rated, crime has 
come down, we’ve issued a couple of ASBOs between us and the police and the courts and we’ve 
got some very strong tenant representatives down there and the tenant representatives I believe 
now feel fully supported.” 
 
“… we need to make sure that we don’t think that just doing up homes and making them decent is 
going to solve all a communities issues. The, its an equation as I see it as, its quite complicated in 
terms of sustainability, it requires full engagement of all partners involved in the community, 
police, health, local shop tenants for example, services, all those people and the tenants 
themselves involved, what are the issues, what are the problems, what do we need to do, how we 
going to make sure that this estate for example has a future, can it be sustained, can we build a 
plan for it, what’s the contribution of that agency and what’s the contribution of that agency, 
where is the funding coming from, where is the funding needed? For me it’s vital that we don’t just 
think about, in isolation” 
 
LAs and ALMOs place a greater emphasis on wider social sustainability than offered by HAs and are 
trying to balance their unique and complicated equation through their housing policies. Whilst HAs 
may understand the social composition of their local area, many seem less willing to try and tackle 
such issues through their work unless its on the back of a government agenda they are pursuing such 
as energy efficiency. 
 
“What we’ve done, again back to the energy providers, in terms of the criteria for the DHS is to 
partner with British Gas on the ‘Here to Help Programme’ which is a very socially responsible 
initiative that looks at a number of charity partners being involved and benefit health checks and a 
whole range of options that gives our residents access to support, Ginger Bread and Scope, RNIB, 
there are a number of partners in there. We’ve had some amazing success with that, so 
supplementing the energy efficiency work that we were doing probably anyway, we’ve managed to 
lever in some support for it and helped residents and tenants access some of these charity partners 
and we’ve got some really good results with that, so imaginative ways to deal with that, that I 
think address the social sort of stuff that you’ve alluded to and we are always looking for those 
sorts of initiatives, the added value. And there have been some major benefits through that 
approach, apart from raising the energy efficiency of the dwelling which is the imperative I guess 
but you can do in a way that’s socially acceptable.” 
 
3.2.5 Attitudes Towards EcoHome XB 
In the questionnaire report, 39% of the landlords surveyed (43% of RSLs, 33% of ALMOs and 29% of 
LAs) considered the principles of EcoHome when developing their maintenance schemes. However, 
very few used the EcoHome XB toolkit, preferring instead to develop their own interpretation of the 
principles to match their specific needs. What was found during the interviews was that landlords 
concentrate data collection to that which they are reviewed on, therefore stock condition survey and 
SAP information, anything else is surplus to requirements and costly. This appears to be especially the 
case with the implementation of EcoHome XB which has been specifically designed for use by social 
housing landlords to “assess and monitor the environmental performance of their stock.  This 
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facilitates the tracking of improvements made during routine maintenance and minor refurbishment 
and provides a constant monitor of performance against a benchmark figure.  It also helps to highlight 
areas that require attention and helps prioritise maintenance and refurbishment works.” (BRE website). 
The general feeling amongst the landlords interviewed was that EcoHome XB was too time 
consuming, costly, required additional data collection which couldn’t be utilised elsewhere and was 
just too overwhelming to apply to existing stock. 
  
“ … no I’m not interested, I’ve had enough with NHER, BREEAM. My boss came back from York 
where it was talked about by the National Federation of ALMOs, he bought it, whoever sold it or 
was up on stage, was a good salesman, [my boss] came back I looked at it, he said ‘its dead easy’ 
I looked at it, 57 pages of instructions, it includes the SAP rating within it, I haven’t got the time, 
the resource, to start another set of figures that is not legislative, its nice and I’d like to have it but 
its bottom of the pile for priority and you would have thought when the last one didn’t take off they 
might have got the idea that. I’ve spoken to my piers…… and everywhere else and they’re going 
‘oh yeah I’ve got plenty of time to do that’ no, we will not be taking it on in the near future.” 
 
There were a number of landlords who hadn’t heard of the scheme. 
 
“I don’t know what it is. Maybe I’ve been shown the route to it but I’ve never followed it because 
I’ve got other things to look at.” 
 
And a number of landlords who believe it will become a legislative requirement at some point and 
were therefore keen to continue / start using the toolkit as a means of staying one step ahead of their 
piers.  
 
“….. there needs to be a push from government …  the way we’ve looked at it, that actually I think 
its going to come because its been supported by the Housing Corporation, BRE are there, it 
doesn’t take a genius to realise actually whether its a years time or 2 years time, there’ll be a push 
that everybody needs to be using it so we thought we would try and get ahead of the game and 
actually it fitted in quite nicely with our stock investment strategy because we’re thinking ahead. I 
think a combination of timing of events actually led us to think that actually we need to be looking 
at communities in the wider picture really and this fitted the bill.” 
 
In order for EcoHome XB to be taken more seriously and implemented more extensively it would 
have to be made mandatory but for what benefit? As pointed out by this landlord, what is the point of 
knowing where your properties sit in terms of the wider sustainability agenda if you are unable to do 
anything to improve the situation because of limited funding?  
 
“… we carried out a redevelopment of one of our estates, …..  it needed massive improvements 
and we decided to knock it down and start again and we doubled the density, it was a mixed 
development and at the end of the day our specification was, all the homes were built to a 
EcoHome Very Good standard and 2 of the properties were built to an Excellent standard as 
exemplars and that was no difficulty at all because they’re new build and we had an architect and 
the rest of it and that was fine and we got the t-shirt. As far as our existing stock is concerned 
there is no equivalent methodology for existing build, well I suppose there is, every home under 
EcoHomes methodology requires that amount of information, to decide whether its very good or 
excellent, there are a whole different series of alternatives that you can apply and frankly applying 
that to our existing housing stock is  far too great and it leads to what end. Ok it comes up as a 
pass, what’s the point? The main thing is that we know that there is only so many things you can 
do to an existing building for money, for a limited budget and the thing is insulate the cavities, to 
put as much insulation in as possible, to double glaze if you can and to provide pleasant services 
that we would normally, but beyond that the cost of renewables the cost of extra insulation in 
terms of wall panels and that sort of thing is prohibitive. So therefore there is little point in finding 
out where you are to do nothing.” 
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3.2.6 PPM vs. RM 
Housing maintenance is essentially completed via Planned Preventative Maintenance (PPM) and 
Responsive Maintenance (RM). PPM includes programmed renewals and repairs, all cyclical works 
and servicing/inspection, whilst RM is repairs carried out in a ad-hoc manner ‘… usually requested as 
a single job done to ensure the health, safety and comfort of the occupants or the proper functioning of 
the building as a dwelling’ as well as works to voids. 
 
Twenty landlords out of the 27 interviewed were asked if they believed one form of maintenance 
delivery was more sustainable than the other, 13 believed PPM to be the more sustainable out of the 
two, 5 believed PPM and RM were equally sustainable and 2 believed RM practices were more 
sustainable. 
 
Those landlords who considered PPM the more sustainable maintenance option did so because it is 
easier to include the principles of sustainability into the planned programme as more money is spent 
(on individual programmes) and therefore more consideration can be given, and because PPM is more 
economical and a better use of resources. There is disagreement as to whether PPM is more 
sustainable in terms of tenant satisfaction, some landlords believe PPM will improve tenant relations 
whereas there are others who see themselves as a reactive service provider and as such it is through 
their RM works that their tenants judge them (planned works are invisible to tenants). These 
organisations feel they are further restricted and unable to meet their tenants aspirations because the 
Audit Commissions targets are not in-line with their tenant’s requirements in terms of when they 
believe maintenance works should be carried out. 
 
Table 7 provides a selection of quotations by the landlords expressing their opinion regarding the 
sustainability of PPM and RM works. 
 
PPM vs. RM in Terms of More Sustainable Method of Maintaining 
 No. Quote 
PPM More 
Sustainable 
13 “PPM and RM are essentially the same thing – same work is carried out just at different 
times. Easier to make PPM more sustainable because of its planned nature. Its important 
that the same standards are applied to both” 
“PPM is considered better working practices than RM…. Key policies drive maintenance 
which is moving away from demand base to needs base…. This includes moving away 
from traditional contracting to strategic partnerships” 
“… in terms of planned and responsive maintenance in terms of long term viability and 
sustainability of a building its got to be PPM because obviously you are replacing and 
planning for and replacement and/or improvement to elements of the building and that’s 
going to contribute to thermal insulation and all the rest of it and replace your elements 
with up-to-date materials and that sort of thing and you’re improving the long term 
viability of it. RM is not long term viability although; actually I find RM is actually much 
more of a social service than it is anything else, in a sense as it makes people feel 
connected.” 
“In terms of efficiency it has to be [PPM more sustainable than RM] the better option for 
any RSL due to customer satisfaction.” 
PPM and 
RM Equal 
5 “… people’s aspirations and their expectations rise continuously. So the more we maintain 
it and improve it to a higher standard, the more they want to keep it there and so the kitchen 
draw that would jamb a few years ago they would have put up with, today they won’t and 
we’ve got to go fix it. So when people say ‘you put a new kitchen in and your RM contract 
is going to save money’ the answer is no, because people’s aspirations and expectations of 
that draw working or that worktop being in good order or that tap dripping, they expect it 
fixed because its their lovely new kitchen and they want it keeping that way.” 
RM More 
Sustainable 
2 “I think there will always have to be a certain level of responsive maintenance, that’s just 
fact. The tenant’s views sometimes conflict with things like the Audit Commission targets 
because if they ring up they want their repair done, the Audit Commission targets drive us 
to say, if you ring up we will decide if that’s a programme job and you won’t get it for four 
weeks. So, PPM is more efficient and it’s a better use of resources but it doesn’t necessarily 
suit what the service users want. And so in terms of sustainability of tenancies, someone 
may be reluctant to stay with an organisation that isn’t going to do the repairs they want.” 
Table 7 PPM vs. RM 
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3.2.7 The Importance of the Sustainability Agenda to Social Housing Maintenance 
A problem with the sustainability agenda is the lack of definition of what sustainability is. It is a word 
that is used so frequently to describe so much that to many it has lost all meaning. Even within the 
same organisation there is little agreement as to what sustainability means and its importance. 
 
The results of the questionnaire survey showed that 71% of the landlords surveyed believed that the 
sustainability debate had some significance (had moderately significant or greater impact) to the work 
they did. The landlords interviewed were asked to give their reasoning behind this original question, 
the responses for which were broken down into 7 categories; business opportunity, community, 
control, economic, environment, government led and intrinsic.  
 
Only one landlord saw the sustainability debate as a business opportunity 
 
“I think one of the big things is that being the really small organisation that we are, its very 
difficult for us to get our name known really. Our Chief Executive sees one of the big ways of 
doing this is by taking a leading roll in these areas. That’s why we have developed these really 
powerful print search spreadsheets – it’s fantastic we’re on about marketing these soon as well – 
he’s been at one or two local shows demonstrating it to people. I think we just look at it as being a 
business opportunity for us, if we can pioneer it [here], which is a small area and because we are 
so compact, basically one estate, we can actually demonstrate the effectiveness of it, we can then 
use that as a business opportunity and do consultancy work for other companies. There are similar 
organisations around the country that haven’t got the time to go down that route. So I think one of 
the big areas is that it is a good business opportunity for us.” 
 
Six landlords believed the sustainability debate had an impact on their work because it has helped 
them take a wider view of their role in providing social housing and has drawn attention to community 
issues. 
  
“I think priority is to get the community spirit back and secondly is to stop us wasting money. 
Using that word sustainable, you think yeah I can go build them a nice garden but if nobody does 
anything with it I’m going to have to go back in 2 years and do it again but I think the community 
is the key. If we can get people to be more socially interactive without being anti-social, if we can 
get rid of the anti-socialness then the economic kick backs from that is massive so it’s a case of 
getting, supporting people out of their current situation.” 
 
One landlord was of the opinion that the sustainability agenda would be realised through control and 
‘the get it right first time’ principle as a means of cutting waste and considering the types of materials 
being used. 
 
“…… it’s all about the controls in construction and getting people to take pride in that work and 
do it right in the first place. That then makes it sustainable.” 
 
Two landlords believed the sustainability debate had impacted their work in economic terms, one of 
which believed the sustainability debate had significantly impacted his work  
 
“Now my role is to be efficient and deliver, so if I’m not hooked up to the sustainability agenda its 
not going to work, in a few years time we run out of money basically or we’re going to, it’s all 
about putting the right product in to get the right answer at the end of it. We always have a margin 
of error for damage, for malicious damage, for failures but as long as we try and move forward all 
the time and try and put the right building blocks in place for the future, that’s what we’re trying 
to achieve, we will never get there but we’ll try.” 
 
The other landlord believed the debate had moderately impacted his work 
 
“ …  when you look at the drivers to everything that we do, the driver more than anything from the 
company’s point of view is about making efficiency gains, efficiency savings, increasing 
productivity and sometimes you will find that we will sacrifice sustainability for productivity, more 
so in some ways because we have a separate building company so most of the day2day repairs are 
done in-house and I’m the one who is the client and the contractor. So as a client I might want 
things done, but I want things done as cheaply as possible but as a contractor I’m also trying to 
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make sure that they create a rate of return. So we’ve got these conflicting issues. So again it would 
be wrong to say that our maintenance policies are being driven by sustainability issues but it is 
important and if we can achieve it then we do achieve it but it tends to be a secondary issue. The 
building services board will not be amused to find, particularly where I’m doing work for other 
RSLs that I’m loosing money on that simply because I’ve adopted something particularly 
environmentally friendly.” 
 
Two landlords felt the debate was important to their work because of the direct impact it has on the 
environment. 
 
“Why is it important? Well because it effects the environment, you’re wasting resources if you 
don’t consider that. There are resources available to us, we’re probably adding to climate change 
and there’s a cost, the economic side, if you get it right  then the cost should reduce. Its linked with 
the environment we live in and the environment we live in is going to be affected by climate 
change so the whole thing, it is globally about the environment we live in so that’s why I think its 
important definitely.” 
 
Two LA landlords believe the debates significance to their work is as a result of government pressure.  
 
“Well there’s more and more coming from government and more and more the government is 
looking at LAs to take the lead in that we’re expected to raise awareness about the issues and we 
are already raising awareness, we can’t expect them to take action if we’re not taking action 
ourselves.” 
 
Three landlords believe the sustainability debate is intrinsic to everything they do, 
professionally and personally 
 
“… its also the environment we live in now, its such a hot topic politically and morally and 
ethically and everything else like that, that if you’re working in most organisations you need to be 
addressing this and its not just a social housing thing, its what we do at home and what any 
private sector organisation is doing and everyone should be doing their bit really. It’s not just 
driven by the HC, they’re just tapping into the public mood and the public expectation.” 
 
3.2.8 Sustainability and its Impact on the Maintenance Strategy 
The questionnaire survey results showed that sustainability has had only a slight to moderate impact 
on the organisations maintenance strategy. The interviews were used to establish how the 
sustainability agenda had impacted the maintenance strategy and the results of which (as shown in 
Table 8) have been broken down into 9 categories; Customer Satisfaction, Energy, Funding, 
Maintenance Practice, Neighbourhood Profile, Policy, Procurement, Materials and Products and 
Tenant Engagement, as shown in Table 10. Like the DHS, the impact the sustainability agenda has 
will depend of the age of the housing stock. Those with mainly new stock will be impacted the least.  
 
“… because most of our properties are relatively new, we’ve not had to do major refurbishment, 
so they’ve been built at a time when, I know the building regulations have changed, particularly in 
energy efficiency fairly recently, but yeah they were built at a time when they took on board all or 
some of those environmental issues …” 
 
Only one interviewee mentioned customer satisfaction and tenant participation (as a means of 
providing dialogue between landlord and tenant) as reasons for the sustainability agenda having 
impacted their maintenance strategy. As will be shown later in the report, this group of landlords have 
indicated that they consider the social aspect of sustainability to be second most important (2nd only to 
economic sustainability) to the work they do maintaining social housing yet it appears to have made 
little impact on maintenance strategies. This is not representative of the general feeling regarding the 
importance maintenance managers and CEOs place on the social agenda as it is central to their work, 
it is perhaps indicative that organisations strategic drivers are out of sync with operations. 
 
Most of the interviewees believed the sustainability agenda had impacted their maintenance strategies 
via the materials and products they were now choosing to work with. Greater emphasis has been 
placed on purchasing sustainably sourcing materials, materials and products which have less impact 
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on the environment and the standardisation of specifications and labour for RM and PPM works, a 
well established Egan Principle. 
Category No. Quote 
Customer 
Satisfaction 
1 “I think it’s because we’re starting to realise that sustainability is quite key 
because if you keep the residents happy, keep them in their place, they don’t 
change tenancy, that saves you money, it all links together really. And ultimately 
we are here for customer satisfaction.” 
Energy  4 “Well it’s encouraged us to consider alternative technologies for heating again its 
sustainability; it depends on what definition of sustainability we’re talking about. 
We’re looking at work that makes the properties better to live in, you might say 
we should’ve been looking at that anyway, but looking at things like better 
specifications, better heating, making sure that we’ve got an affordable warmth 
strategy and that  we do whatever is necessary to meet that strategy.” 
Funding 1 “When I responded to that question moderately, we’ve done very little work 
around sustainability in terms of council stock in that we haven’t had any funding 
really under the sustainability banner, all the funding has gone on the DH agenda. 
So whilst we have done some demolition and whilst we have done some 
environmental improvements the majority of, the lions share of the funding has 
gone on the DH, making homes decent so making homes decent and nothing else 
outside on the estate…” 
Maintenance 
Practice  
4 “… we have just been changing our working practices for our trade’s people, our 
technicians. In the past they have been given a van, go do a job, come back and 
get materials … so we’re now putting stock on the vehicles, we now have them 
fitted with trackers to go straight to the job from home in the morning, not coming 
into depot, all of which has a big impact on the environment as we are seeing a 
reduction in fuel usage and we’re seeing a reduction in mileage …So it was driven 
by the economics of productivity but the spin off will be consuming less fuel, 
contributing less to the carbon footprint as a result.” 
Neighbourhood 
Profile 
1 “My sustainable criteria are the social ones that I mentioned before, the sensitivity 
of some of the neighbourhoods that we’re working in ... we’ve got to be very 
sensitive to the categorisation of our stock on two levels really … an investment 
into an area can improve an area that is declining, can improve or slow the decline 
down, but lack of investment can actually precipitate some of the negative 
factors.” 
Policy 
 
2 “Were we’ve got existing toilets we’re putting in flush bags whatever you call 
them … so we’ve been doing small things like that but its not very organised, its 
not as entrenched in our policy as it should be and the intention is to move on 
where there are relatively inexpensive sustainable measures that we can do, is to 
do those straight away and then try and get the funding or change the way that we 
do things to get the more expensive things implemented.” 
“… (its focused your attention) on environmental issues, you do automatically 
therefore have strategies in place for environmental issues or policies in place and 
its just the small things from, recycle things within the office, looking at the paper 
we use and recycling that or recycling tins and things like that. To the bigger 
things of site generated works, to what can we do in this small project or this big 
development ...” 
Procurement 
 
2 “Whenever we tender we give marks to the environmental care that the contractor 
takes so that is part of our tendering procedure now …. we’re looking at materials, 
we’re trying to cut down on waste, we’re looking at alternative materials” 
Products and 
Materials 
 
9 “We’re moving away from anything that had a battery in it, or that needs a battery 
changing on a regular basis and going hard wired. We’ve looked at the materials 
that we’re using so timber obviously we like to get it from a sustainable source, 
our fence panels for instance come from sustainable forests and such like.” 
“… when it comes to a repair we’re combining using the same materials, using the 
same contractor, using the same policy so like I think we’ve aligned both policies 
together so you have the same policy for those two types of work [RM and PPM]” 
“… when we use a product it needs to be recyclable … and the products that are 
coming out need to be recycled …” 
Tenant Engagement 
 
1 “… we’re talking to them about energy conservation, about defrosting fridges, 
about turning the thermostat down one degree, all them sorts of things, so we’re 
trying to get the message out as well.” 
Table 8 Impact Sustainability has had on Maintenance Strategy 
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Energy, both efficiency and sourcing of, and maintenance practice, increasing the level of PPM 
compared to RM, synchronising RM and PPM works and improving the efficiency of RM working 
practices appeared to be the next most considered set of drivers for sustainability implementation. 
 
Policy which included incremental improvements in cyclical works and incorporated environmental 
policies together with procurement of services and materials appeared to be the next most considered 
with neighbourhood profiling and funding having the least impact on the implantation of the 
sustainability agenda. 
 
3.2.9 Sustainability Rating of Landlords Organisations 
In the questionnaire survey landlords were asked to rate the sustainability of their current practices 
using a likert scale from Very Sustainable to Very Unsustainable. The majority believed their current 
practices to be sustainable (to varying degrees) so at interview stage they were asked how this rating 
had been established. 
 
None of those interviewed actively measured their practices against any form of sustainability 
indicator or agenda, but 4 felt their practices were moderately sustainable because they know their 
practices need to implement the sustainability agenda and they are doing what they can with the 
resources they have. 
 
“I think it was a gut feeling. I think we try and in our small way to incorporate, just little things 
within projects, I’m trying to think of examples, you’re doing a gutter replacement and  you’ll put 
some water butts there, rather than discharging to the ground or … [when] putting new bathrooms 
in and putting in  low flush WCs …. trying to encourage our contractors  or trying to tweak our 
specifications, there’s maybe not much you can do but what you can do that has an environmental 
impact, you’ll try and build it in and for the most part there’s very little cost implication, there 
might be a few pounds here and there or whatever but I think its something we try and do. I do feel 
we can do more …  we’ve had an environmental strategy for 3 or 4 years or whatever and I think 
we’ve tried to build on things year on year.” 
 
3 slightly sustainable “Probably because there is room to improve I think. There’s a will there but.” 
 
And 1 neutral to slightly unsustainable 
 
“Well on the basis that if, from an energy point of view there isn’t much more we can do for a 
relatively cheap price. If we are going into increasing insulation of walls, you know making walls 
thicker or renewables like PV or heat pumps or whatever that’s another huge cost. In terms of the 
programme responsive debate … I think our stick is 70% planned and 30% responsive but I 
consider that neutral. If I were able to go 90% programmed and 10% responsive that would be 
progress but its not and its probably not able to do so because peoples expectations of our service 
but also because of the condition of our properties. I’m not able to invest in them enough to bring 
that down, so that’s why it’s sort of neutral. I can only do what I can do; I’m not in a position to 
improve it.” 
 
3.2.10 Improving Organisational Maintenance Strategy in Terms of Sustainability 
The questionnaire survey results showed that all ALMOs and the majority of RSLs (79%) and LAs 
(83%) believed it their organisational maintenance strategy could be improved in terms of 
sustainability and this was regardless of how they rated the sustainability of their current practices. 
The interviews were therefore used to determine how their practices could be improved in this sense. 
 
The results, in Table 9 indicate little agreement and have been categorised as requiring a champion, 
increasing the level of PPM works, increased knowledge, leadership, more data, a change in product 
selection, security of resources, stakeholder by-in, supply chain management and new toolkits/working 
model. 
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Category No. Quote 
Champion 1 “… we need someone really to champion it. We have a board champion … but for an 
association this size and our growth plans at the moment, environmental issues can take a 
back seat to running the business. So we do have a board champion, but that board 
champion probably needs to be a more forceful.” 
Increase 
Level of 
PPM 
1 “Looking at all three contractors with ourselves to share innovation, we’re looking at 
targets and reducing responsive maintenance and making that more of a planned approach 
on all fronts” 
Knowledge / 
Buy-in of 
Staff 
1 “We, as a group of people might be like the most enthusiastic people in the world but 
we’re not going to do it. I mean we’ve got a composting bin in the kitchen and everyone 
puts their banana skins and what have you in there, but it stinks the kitchen out, we’ve got 
a compost heap out the back but that’s about the extent of how successful we’ve been, 
we’ve looked at things like having allotments on the estate, we just don’t know how to go 
about these things. So what we’re doing, is employing experts but we’re also copywriting, 
we are employing them on the basis that we can copywrite their knowledge effectively and 
we can sell their knowledge and they can work with us going forward. So we are paying 
them to develop new systems. We’ve had all the staff trained…We try to get everybody on 
board, its one of those things; everybody is on board until they leave the meeting room.” 
Leadership 1 “I think it needs to be done at an organisational basis because I think a lot of these things 
are said at high level, high level policies are manufactured with little regard of the 
practicalities of implementing the policy” 
More Data 1 “I think we need data. You can’t say they’re sustainable unless you know where your 
starting point is and we just don’t have that. So we need to be more sophisticated about the 
way in which we collect data on the performance of our properties. We certainly need to 
develop the idea of neighbourhood profiles, so that’s sustainability in the wider concept.” 
Production 
Selection 
2 “I’m sure within certain realms there must be a standard product that you can source that is 
greener than other products but I don’t see any concerted effort being made, people just go 
down to Travis Perkins or wherever and just get the materials. So there needs to be a 
database, a readily available database of equivalent green materials and people need to 
start thinking about embodied energy …” 
Resources 1 I think that for us, we very much believe that security of resources, so that we’ve got a 
long term maintenance plan and asset management strategy will give greater certainty of 
turnover and work for our contractors and that will allow us to try new things and test new 
innovations and get much better value for money and also I think some of the things, we 
could spend more time on, is looking at the wider sustainability of both the way we 
manage our investment, the effect it has on the community and trialing new things, trying 
solar panels, better insulation products doing a lot more work on some of the governments 
key agendas, but while we are chasing the next budget, it just takes your focus away from 
some of those innovations and we are very much interested and wanting to get behind 
some of the governments thinking on the carbon footprint and meshing all those initiatives 
together with our investment strategy.” 
Stakeholder 
buy-in 
1 “… we want to do this by working in partnership with the residents and the contractors, we 
can’t do it alone, we’ve got to work with other people to improve. We can provide the 
funding to do it, we can provide the expertise from an office point of view, from an 
organisational point of view but that’s no good unless you’ve got the right people working 
for you and you’ve got the residents on board too.” 
Supply 
Chain 
Management 
2 “We’re working with them as partnership, all three of them sitting at the table at the same 
time and we’re looking at supply chain management which is part of that efficiency and 
sustainability issue, we’re looking at… pursuing things like ‘e’ auctions but one of the 
considerations you’ve got to make when looking at supply chain management is that you 
can actually have a massive effect on your local economy if you don’t do it right, so 
people say ‘go straight to the manufacturer’, but what about the merchant? The merchant 
can play an important role in your local economy and also your constructors don’t always 
have the capacity to store goods that are brought in, you’ve also got to look at your 
footprint, the footprint that you’re creating and … the travel miles.” 
Toolkits 1 I think there probably are tools that we need, I think there’s probably a model that would 
be useful for housing associations to have, I think the reason I say we need to improve is 
that I know deep down we’re not quite there yet … its not a central focus of what we’re 
doing and I think everything that’s coming into place will give us that culture, where 
we’ve been looking at bricks and mortar and probably forgetting the bigger things.” 
Table 9 Improvements required to organisational maintenance practices 
 
 35  
3.2.11 Balancing the triple bottom line of sustainability 
Of the 27 social landlords interviewed, 21 were asked how they would balance the triple bottom line 
of sustainability in the context of maintaining social housing stock. The initial analysis determined that 
economics (0.43) was considered the most important, social (0.37) second most important and finally 
environmental (0.2) aspects of sustainability. 
 
This question proved difficult to answer; because of the complexity of the subject, in some cases there 
was a (conceded) lack of understanding, but also because (a result of its complexity) solutions 
generally required a cross department approach, and a definition of what sustainability means to the 
maintenance of social housing is lacking, although a popular response was “its places where people 
want to live and are happy to live in.”  
 
Almost half of those who were able to answer this question rated the economic aspects of 
sustainability the most important factor because; “we’re dealing with public money”, “… I need to 
improve the properties and to have a planned maintenance programme for the future, if we don’t 
maintain our properties, demand will decline and we won’t get people in our properties, we wont get 
our rents and its a vicious circle and downward spiral … I need money to maintain the properties” 
 
Those who believed environmental or social aspects were of greater importance did so because; they 
were in a strong financial position and were able to reprioritise their resources, the financial benefits of 
improved social sustainability were recognised, they were located in socially deprived areas which 
forced greater social prioritisation, promises made during the LSVT, and because “it would be foolish 
to bring homes up to any sort of reasonable standard if nobody wants to live in the neighbourhood in 
which they are placed”. 
 
Environmental aspects of sustainability were considered the least important by the group as a whole, 
“there aren’t enough financial drivers at the moment to take that [environment] into account”, however 
it was acknowledged that greater consideration is being given to this topic due to pressure from 
councillors and (in a number of cases) residents. 
 
The current government targets and limited resources restricts what typical social landlords are able to 
do in terms of sustainability  
 
“trying to do a bit here and a bit there but never doing enough and never really able to have the 
resources to do the things on every component of sustainability that we need to, we might improve 
the houses ... but if we can’t improve the environment the sustainability equation becomes 
weakened ... we have a reasonably clear vision of what’s needed but we’ve insufficient resources 
to deliver it, so we have to temper our plans … and look at the real priorities ..[which] is to make 
sure our homes are warm, safe and dry …”  
 
3.2.12 Sustainable Maintenance Hierarchy 
The same landlords were asked what criteria they thought should be included in the maintenance 
process to ensure improved sustainability is delivered within the existing social housing stock.  
 
From the interviews it emerged that the responses given were dependant upon two courses of action 
‘maintenance practice’ (the maintenance process) Figure 1 and the ‘house going forward’ 
(maintenance work carried out on the property) Figure 2. These are purely the responses of those 
maintaining social housing and whilst it is acknowledged that what landlords believe is important in 
terms of the sustainability agenda may be different to the opinions of tenants, the tenant perspective 
has not yet been sought.  
 
Figures 1 and 2 are illustrations of the combined criteria this group of social landlords believed should 
be included in the maintenance process to ensure improved sustainability is delivered within the 
existing social housing stock, a far wider set of criteria than is currently considered by maintenance 
managers and the DHS.  
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Whilst the combined opinion of the three types of landlord is represented in the above figures 
originally their data was kept separate so that comparisons could be made between the RSL and 
ALMO/LA groups. 
 
Common features amongst the RSL and LA/ALMO hierarchies under environmental aspects of 
sustainability are waste, energy, materials, water and pollution, all widely accepted issues currently 
incorporated in government legislation and best practice.  
 
Safety was the only common feature between the RSL and LA/ALMO hierarchies under social aspects 
of sustainability. There is better understanding of economic and environmental issues for which there 
is a plethora of supportive literature, however there is less understanding of what role housing 
maintenance can play in the social arena.  
 
There was little similarity between the RSLs and ALMO/LA (only agreed upon WLC) groups as to 
what is important in terms of economic sustainability which is most likely a reflection of their 
differing approaches (ALMO/LA are more community minded whereas RSLs appear to take a more 
business like approach). There is a common belief that regardless of the type of landlord they all have 
the same problems that of meeting stringent UK Government targets whilst providing safe, warm and 
dry houses that people want to live in under budgetary constraints. 
 
Figures 1 and 2 present an assembly of criteria social housing landlords would wish to consider as part 
of their maintenance planning but to what extent can they be modified into meaningful KPIs? Do 
landlords actually have sufficient control to make such KPIs practicable? It is thought not. Of course 
not every landlord would wish to measure their housing stock against every criterion mentioned, a 
selection would be chosen which best represents their unique requirements and reflects their 
interpretation of the sustainability agenda.   
 
Those involved with maintaining Local Authority owned and managed housing appear to have a more 
mature understanding of the issues surrounding sustainability. Their attention is focused on the 
benefits of wider participation, going beyond that of a provider of social housing, encompassing other 
agencies such as the NHS and the police. This group appears to take more of a community perspective 
than do the RSL group, which takes a more pragmatic, businesslike approach.  
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Figure 3.1. Sustainable Maintenance Hierarchy – Maintenance Practice 
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Figure 3.2. Sustainable Maintenance Hierarchy – House Going Forward 
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3.2.13 Environmental Schemes 
To determine the positive and negative aspects of implementing environmental schemes the landlords 
were asked to share their good or bad experiences of such schemes. Schemes considered to be 
environmental were wide ranging and included, installation of energy efficient light bulbs, tree 
planting, retrofitting sustainable technologies and whole estate rejuvenation. Table 10 provides a 
summary of the good and bad environmental projects. 
 
Environmental Schemes Implemented 
Good [Estate] “… huge amount of crime, anti-social behaviour, we’ve worked with the schools, with the 
police, we’ve done road shows down there we’ve put additional resources such as housing officers and 
such like into the area, the school is now highly rated, crime has come down, we’ve issued a couple of 
ASBO between us and the police and the courts and we’ve got some very strong tenant representatives 
down there and the tenant representatives I believe now feel fully supported. …and we work with them 
like that and I think having strong tenant reps in those sorts of areas is very important.” 
“Each house has got the 1KW turbine wind generator… Residents, I don’t think they realise they are 
there, they just work in the background, saving people money. Not as much as we’d like. Wind 
generation has had a bit of bad press recently as well with the cost benefits.” 
“… we call them a water hog system, in toilets, you know the brickettes that go in and save the water, it 
has worked really well. We did it for private sector housing and we are on the verge of wanting to 
introduce it to public sector housing. And that’s worked very, very well. So what we did, is when we’re 
putting these things in, it gave us the opportunity to talk to households about energy awareness and fuel 
poverty and all the other things, how to save energy. … and it enabled us to get inside the properties and 
helped us understand how people lived their lives.” 
“We’ve had a bit of success with, what we call motion sensors. We have a very large scheme in the 
north of the city … which is nearly 200 retirement flats with large communal areas, atriums, walkways, 
shops, all sorts of things and we had a problem with the fact that it was lit up like a Christmas tree. ... It 
was so over specified on lighting, we had again, going back to economical as well, it was costing us a 
fortune to light the village over night, when everyone is asleep and as a consequence lights were burning 
out faster than they should have done so we took the decision a couple of years ago to put motion 
sensors in. Basically, I think its called microwave technology that it will come on when you walk into a 
room and at certain hours it will go down to a lower lux level. So it only works in the day because 
there’s traffic about and the lux level, we’ve got a lot of natural light, the lights aren’t on as much, in the 
evening the lights go on when someone goes into an area and then after 5 minutes they will drop down 
to the lower level. So its two fold, it saves electric, it also saves on the replacement costs of the 
fluorescent fittings.” 
Bad We did a tree planting scheme and we found that people hated it. … We had a grant of £10,000 given to 
us to do this. We have ripped out all the hedges, not realising that the hedges were natural drainage and 
helping to remove all the water and now what we are finding is that we are flooding all the time, so we 
thought we’ll plant a few trees, get a bit of that back. We polled 930 flats (that’s all of our tenancies) and 
about 50% were in favour and about 50% weren’t but once we’d actually planted them we did find out 
that not only the amount of vandalism to the trees and saplings was unbelievable … we received … 
letters objecting to it.” 
“We tried to do, LAA (local area agreements) where we worked with transportation services, the police, 
social services and people have gone away to do their bit and then we’ve found out that one person is 
putting in a wall and another person is putting in a fence at the same property, with the LAA I don’t 
think, its crucial at the beginning that someone is made champion and they make the decisions or they 
hand out the work. … people have done work and then we’ve gone back and done something different 
and at the end of the day this is public money and we don’t want it wasted.” 
“… we’ve just done a scheme … where we used the [ ] CHP units and they are not reliable. I think [ ] 
have taken them off the market.” 
I think with the district heating, we did do a bid a while ago to actually, to sustain our district heating 
network and supply more heating but we did find that the funding regime and the way it evaluated the 
cost, we weren’t successful, it cost too much. When compare community heating with traditional boilers 
and heating systems …  strictly on like costs it didn’t represent value for money…Whereas I think if the 
government stood back a bit and said well actually it wants to invest in community heating and it’s 
expensive now but long term benefits of community heating would make it both more affordable.” 
Table 10. Environmental Schemes Implemented 
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The good examples included the very simple, yet highly successful scheme where water hypos were 
installed during visits to properties which also provided an opportunity for discussion with the tenant 
regarding lifestyle issues which impacted sustainability issues which were used to update maintenance 
plans and specifications, to the much more complex, cross agency rejuvenation of entire estates. 
 
The bad examples included unsuccessful tree planting schemes which resulted in increased vandalism, 
poor performing sustainable technologies and failed estate rejuvenation for which significant funding 
had been received from the ‘Social Regeneration Budget’, and resulted in what appeared to be an 
attractive built environment but which failed socially and remained a ‘no-go area’. It can be seen that 
the similar types of scheme are being implemented but with opposing success rates, there would 
appear to be some complex social issues at play which determine the success of a scheme. 
 
3.2.14 Sustainable working practices 
Egan and Latham principles are being encouraged via the efficiency gains resulting from the spending 
review as well as the principles of sustainability. Popular aspects of this are partnering and 
standardisation. While it is relatively straight forward to standardise materials, plant and equipment 
within the maintenance supply chain and to reap the well publicised benefits, synchronising 
specifications between development and maintenance can be more problematical depending upon the 
level of control the landlord has over the development. 
 
“From a maintenance point of view I’ve often said to our development team, I want this particular 
kitchen or this particular boiler so that my maintenance team, when they go in they’ve got all the 
stock and they don’t have to get special and we’ll pay the extra, if it costs an extra £200 per boiler, 
we’ll pay the extra but they just wont. They say it’s the contractors, and I can understand it. If 
they’ve got a whole site, you imagine a 106 site where we might have 20% of the stock, they’ve got 
contractors to do the whole site and if he suddenly has to start changing materials for even only 
20%, it makes life difficult, so contractors just really want to knock out a building as quick as 
possible, sell it and get their money.” 
 
The emphasis on annual efficiency gains may also detract from real sustainable gains as some 
organisations had realised the Egan and Latham principles before the spending review was publicised 
so looking to make their operations even more ‘lean’ could be a waste of valuable time and money.  
 
“If you’ve got a badly run business then the Egan report is fantastic and you can achieve it. If 
you’re already a lean, mean, fighting machine of a business then there isn’t any fat there to play 
with and although we potentially try to be innovative in how we can get round and save this 2% 
every year, that is unsustainable, you cannot.” 
 
A further detriment of the efficiency gain agenda is that by focusing and monitoring landlords on 
annual savings it prevents long term savings being recognised and in many cases implementing more 
sustainable practices has savings which will be recognised at some point in the future and over a more 
sustained life cycle which are currently missed from annual efficiency reports. This can actually have 
the converse impact to that ultimately desired, in that the sustainability agenda can be overlooked. 
 
“… there are all sorts of efficiency objectives, like efficiency savings and that sort of thing and the 
efficiency savings tend to focus on percentage savings per year rather than looking at, couldn’t an 
efficiency saving be one that’s realised at some point in the more distant future, such as, putting in 
a higher specification as an example, kitchen units into a property, the tendency has been in social 
housing to put below specification equipment in because of financial constraints and that sort of 
thing and it doesn’t stand up to the wear and it doesn’t last as long. Whereas [with our] 
specification we’ve taken a view that  we’ve only got this one opportunity to do it, so if we look at 
the best specification we’ll gain the benefit  because we’ll have fewer future maintenance, but, we 
can’t demonstrate any saving because we’re spending a bit more on kitchen units. We could 
project the savings at some point in the future but that does not fit in with the timetable of the 
efficiency savings agenda, so if there was a little bit more flexibility on allowing people to 
demonstrate better value for money and count that as the equivalent as an efficiency saving 
because it would be at some point in the future that might help, because at the moment people are 
so focused on how we can save 2.5% this and then next year and then the year after and it just 
becomes, your focus is on that rather than what’s the best thing you can do now to achieve a better 
result and a long return result.” 
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3.2.15 Barriers to More Sustainable Maintenance Practices 
Internal Barriers 
The results of the questionnaire survey showed that cost was the biggest internal barrier, and that lack 
of resources (which can again include lack of money) and culture were also major barriers to more 
sustainable practices. The interviews were used to establish why landlords believed such internal 
barriers existed and if possible, suggest ways in which these barriers could be broken down.  
 
As expected the interviews closely replicated the questionnaire survey and Table 11 provides 
examples of the answers given. Cost remains the biggest barrier to this group of interviewees because 
of limited funds available for maintenance, rising costs of labour and materials, high initial cost of 
sustainable technologies and materials with long payback periods. Bureaucracy, Lack of Resources 
and Culture were also seen as major internal barriers. The issues with culture stem from the traditional 
maintenance management structure which encouraged silo working but as it deals with people 
behaviour can be a very difficult obstacle to overcome. Culture also relates to the tenants who are used 
to occupying their dwellings in a certain way and these habits can be hard to break. Lack of resources 
relates to time (staff), information and insufficient funds available to deliver a maintenance 
programme that satisfies changing tenant expectations and Bureaucracy, the environment these 
organisations work in is well known to be bureaucratic both internally and externally but it is the 
amount of time (resources) tied up in bureaucracy that is detrimental to more sustainable maintenance 
practices. 
 
For those landlords who are developing their own properties there is another issue. From Facilities 
Management studies the impact design stage consultation with maintenance managers can have on the 
future maintenance requirements and therefore cost of a building can be significant. However within 
the social housing arena putting these principles into practice can be difficult and the future benefits 
lost because, increased initial costs cannot be accommodated within the build cost or it is not possible 
to synchronise development and maintenance specifications. 
 
“I think, while we do get on very well with our development team, at the end of the day they do 
have this,  this limit on what they can spend and therefore they might say, ‘yes I’d like to do it but 
the scheme isn’t viable and we can’t do it’ and that’s just so stupid, that means I then have to 
spend more money later to do the conversion or do it quicker than I would normally replace that 
particular item, so it doesn’t seem to make sense to me, the two seem to clash against each other 
and I’m not sure, it’s the Housing Corporation we need to convince and we’re hoping that with the 
amalgamation of the Housing Corporation and English Partnership that maybe they’ll  be looking 
at things slightly differently. They’ve made indications that they will be looking at things 
differently and we are hopeful that that might be one of the areas that they look at, because they 
are obviously wanting us to do this as well, so they have to allow us to do it, so we’re hopeful.” 
 
Internal Barriers to More Sustainable Maintenance Practices 
Bureaucracy “I think to a certain extent to get decisions made by local councils can be quite challenging. It is a 
political environment, we operate in a political environment and we have to adjust our plans to 
suite that sometimes.” 
“… I’d just applied for a ‘green skies’ grant for some solar thermal … They turned it down 
because we weren’t replacing the chlorifier, the cylinder. We didn’t need to because we were 
using solar twin which used the existing cylinder, its just putting an element in the cylinder. So 
you go through this, you jump through all the hoops and they say no, you can’t have that.” 
“… bureaucracy takes up a lot of time and that time could be better spent actually looking at what 
we do and improving, I think the time looking at ‘are we resourcing our timber from a sustainable 
resource, how are we auditing that’, all those types of things.” 
“I think sometimes it’s been more of a hassle trying to get sustainability into projects than it has 
been to get things done quickly and there has been this driver so you sacrifice it for the sake of 
speed.” 
Cost “… one example of the costing issue is labour rates and materials rates have gone up 
astronomically since we set off on the DH journey due to the fact that, in my view, labour is in 
demand, insufficient plumbers, insufficient electricians has forced up salaries etc … Changes in 
building regulations has impacted on decency, electrical regulations, Part P of the regulations 
have affected the fact that we needed to address issues that we might not have addressed 
previously, there’s a big impact on the budget there.” 
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“… there is an extra over cost to being sustainable at the moment, sustainable materials tend to be 
a bit more expensive at the moment, arguably they tend to last longer, however that’s never put 
into the equation, we don’t look at things on a long term basis, we don’t look at the whole life 
cycle cost analysis and while you might do one its often disregarded as being very useful.” 
“Cost obviously the amount of monies available to us is limited although that’s driven by, on 
housing side a lot of it is driven by revenue … we aren’t too bad because we’re in what’s called 
positive subsidy … there’s also the rent capping element as well where HA have their rents 
capped, its all supposed to catch up eventually, we can only increase ours by so much per year so 
that’s where our income is and we’ve got to live off that income. LA housing doesn’t benefit 
from any income from rates, the rest of the investment is through prudential borrowing so the 
cost, the rising in cost from an  inflated building industry at the moment, cost of demand, does 
effect what we can do …” 
“… because the payback time and cost/benefit of most of these wind turbines and heat and power 
and everything else are not good then they’re not going to be considered as part of our day2day 
things.” 
“I would like to say about this grant issue is that there is a lot of publicity given out by 
government and various agencies that grant is freely available and is easy to access and it just 
isn’t I think better communication to access, if there is access to funding for these items” 
Culture “Within the organisation and within the tenants as well. It’s getting people on board, … maybe 
we do need to have policies and procedures in place and people will only conform to policies and 
procedures they wont perform on idealism or whatever so I think we have to write all the 
environmental issues into our policies and procedures …” 
 “[bureaucracy is] linked with culture as well, you will get some people who are very enthusiastic 
about putting something new and different in and then you have others who want to think ‘who 
else has done this and does it work and its all this money and it might not work’ a bit dinosaurish 
in their views” 
“Well the culture bit is the education part, both residents and staff to an extent.” 
 “… people work in silos, there was very little sort of understanding of the big picture, there was 
very little making sensible business decisions …” 
“Culture is simply that some people still don’t believe that Global Warming is a reality and they 
are in denial so …” 
Lack of 
information 
“… I’m struggling for a system to help me illustrate to people what the benefits are, certainly 
sustainable energy products.” 
Lack of 
resources 
“…  there’s always insufficient funding to really deliver appropriate planned maintenance 
systems and cyclical maintenance systems for the stock we own … Its alright central government 
saying a kitchen will last 10 years or 20 years or 30 years but you’ve got tenants in there that will 
banjo that kitchen in 3 months so there are certain issues in there that they don’t take into 
consideration and of course tenants expectations have risen as well, they no longer want 1 
radiator downstairs and a gas fire in the bedroom, they want full gas central heating throughout 
the building. They want to feel safe and secure commuting about the estate they don’t want to 
feel threatened so they want CCTV, they want improved lighting, they want somewhere to park 
their car and they all cost money and under the lack of resources that’s a big challenge.” 
“… lack of resources, either relating to staff to be able to do the actual extra over work. 
Sometimes when you’re doing something innovative, you’ve got to do it and do your normal 
work.” 
“Its money, its information and its probably about staffing as well …” 
“… lack of resources is exactly the same as cost in my opinion.” 
Table 11 Internal Barriers to More Sustainable Maintenance Practices 
 
External Barriers 
The questionnaire survey showed that lack of any real incentive closely followed by a lack of joined 
up thinking are the main external barriers to more sustainable practices. The interviews were used to 
establish why landlords believed these external barriers existed and if possible, suggest ways in which 
they could be broken down. Unsurprisingly the results of the interviews replicated those of the 
questionnaires and Table 12 provides examples of the reasons why.  
 
Social housing Regulators do not provide incentives for social landlords to either improve their 
performance generally or to incorporate the sustainability agenda. As mentioned previously, 
implementation of the sustainability agenda is concentrated on the installation of sustainable 
technologies but social landlords are not incentivised to do this because of limited funds, difficulties 
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with grants and difficulties with reliable technological information, unless it is driven internally from 
the goodwill of those involved in the maintenance process. 
 
Lack of joined up legislation is a major issue. The volume, frequency and conflict of recent legislation 
has left social landlords struggling to incorporate updates into their 30 year business plans and finding 
the additional monies to fund them. 
 
Legislation and Lack of Government Leadership received the same number of votes by the 
interviewees. The biggest issue surrounding legislation is that there isn’t any quantification regarding 
the financial impact on social housing landlords, or any additional funds provided to aid the 
implementation of it and so the cost burden is placed upon already stretched finances. Lack of clarity 
is another problem with current legislation. The main issues social housing landlords have with 
Government leadership is that they do not lead by example and do not provide sustainability driven 
targets. 
 
However one landlord pointed out that if there is the desire from within the organisation then no 
external barriers exist, so once again it comes back to the principals of those driving the agenda from 
within that has the biggest impact. 
 
“I felt that actually if you’re committed to it internally there are no external barriers because you 
have the funds.” 
 
Currently though, a larger number of landlords have the opinion that in order for the sustainability 
agenda to be effectively addressed, it needs regulators to set specific targets which are finance driven. 
 
External Barriers to More Sustainable Maintenance Practices 
Barrier No. Quote 
Lack of 
Government 
Leadership 
5 “I don’t think the government has really pushed this hard, they’ve pushed hard on a number 
of other fronts but I don’t think they’ve really pushed the sustainability side of it very hard 
at all … when you’ve got a limited resource you have to put that resource to where its 
going to count and when, we’ve got the audit commission which basically acts on behalf of 
the government who will come and inspect us and they publish their KLOEs which say 
what you need to do to be a good organisation … you then put resources against trying to 
achieve the best possible score you can … and the audit commission I don’t think put a lot 
of emphasis on sustainability, … So unless the government say you’ve got to do this and 
you’re forced to do it then you have to re-direct the resources to that pressure, whether the 
pressure is going to come, I can’t see that anybody’s going to give you any extra resources 
to be sustainable.” 
“I think it will take something like the Housing Corporation to say, you won’t get any 
funding unless you do this, that would be an impact. A big financial impact. I don’t think 
climatic impact is going to make that much of a difference, you see disasters on TV, you 
see floods in Cornwall, you see typhoons in America, there is always somewhere else, until 
it happens to you, its always someone else’s problem.” 
“I think what the government is saying and what they are doing are very different issues.” 
Lack of 
Joined up 
Legislation 
7 “… there is no legislative requirements at the moment to make our buildings more 
sustainable, in terms of energy certainly, in terms of economic viability, well there’s the 
DHS … lack of joined up legislation in the sense that if there was a clear mandate which 
said you have to achieve this by a certain period of time and here is the money to do it or 
here is the methodology for getting the money to do it, that’s fine.” 
“This government has always said it’s about joined up thinking and maybe this government 
has been more joined up than others, but you still get policies and priorities coming out in 
one area which do conflict with policies elsewhere and again there’s the driver for 
efficiency savings conflicts sometimes with your longer term sustainability.” 
Lack of 
Technology 
3 “There’s a lack of technology, a lack of information about it as well. It probably comes 
back to the first bit about the government leadership.” 
“Lack of technology I think is a big one, things like PVs could actually be really good, if 
someone decided that you could actually start manufacturing them in this county … the 
thing is they are such a specialised industry, but there’s no reason for them to be 
specialised, the Government could actually place these things in [region] and places like 
that, which is well known for the glass and things like that” 
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Legislation 5 “… when government brings out legislation they need to identify what its going to cost in 
the social sector… all these legislative changes and such like have a massive impact on 
social housing and we go back to Ruth Kelly and the likes and say ‘that’s fantastic that’s 
just cost you 25 kitchens and that then starts to hit things home, you say half a million to 
them, half a million to them in government is nothing, 25 families that aren’t going to get a 
new kitchen, ‘ ah right’ ok that’s starting to make sense ... So legislation needs to be 
worked through a little bit, throw it out into the field to see what the effect on the social 
sector is going to be.” 
 “… there’s a lot of legislation recently that’s been released by government, a lot is quite 
confusing unless you really understand and I think if I could ever say anything to the 
government it would be to plain English everything for people who haven’t got a degree in 
the environmental sciences I think.” 
No 
Commercial 
Imperative 
2 “In terms of no commercial imperative, we can’t make a profit can we, we’re a not for 
profit organisation so what we can make is a surplus so I suppose in that way its trying to 
gear something to what reward can we get? Is there something out …” 
No 
Incentive 
10 “… we’ve got all these KPIs in place and performance, best value indicators and local 
performance indicators which we need, I agree we need some indicators as to where we are 
going and what our targets are, but it is purely that, it ends up as target driven, and if you 
achieve your targets then its what? We’ll set you another target now, that’s not an 
incentive, so there’s no incentive there. The only incentive is ‘yeah you’re a better 
performing LA so we’ll give you more freedom to develop, if you show us your stock is 
sustainable and you’ve invested wisely then we’ll let you develop’, that’s an incentive, no 
it isn’t, we do well ‘oh we’ll take your stock off you now and give it somebody else’.” 
“… what would be a real incentive for us, we want to introduce solar panels for instance 
and we don’t want to be given money or just grants to do it, but if there was someway of 
making it work where there was some sort of tax break or some incentive that could 
recognise that and then could be reinvested back into the assets or into the tenants ... We 
are lucky … we have the political willingness and we’ve got an enormous amount of 
commitment to making change happen, but if we didn’t have, we could say that well I 
don’t care that landfills are going to be full, I don’t care that, you know there is no real 
incentive to do that, and equally there is no penalty if you don’t that I can see.” 
“… whether we perform at the highest level or if we performed at mediocre level, where is 
the incentive for that performance? Your ALMO down the road will still get £5500 per unit 
and the ALMO up the road will get £5500 per unit whether they’re a top performing 
authority or a low performing authority, that’s probably trying to be redefined now isn’t it 
with a move towards something called freedom and flexibility i.e. if you are a 3* 
performing authority then that may well open the door to you to seek further funding 
streams, to seek funding from central government, if you’re a 2* performing authority then 
forget it you’re not going to get a chance. So they are trying to put a performance regime in 
place but when you start to look around at the way they unfolded the DH agenda it was 
completely unequal, for example an ALMO who might have come on stream 2 years after 
another ALMO got significantly more money and then right at the end of the ALMO 
programme they decided to give people 5% additional for environmental improvements 
and sustainability, where’s ours?” 
“… there is no real incentive for this council to do it apart from good will.” 
Table 12 External Barriers to More Sustainable Maintenance Practices 
 
3.3 Climate Change 
3.3.1 Confidence in Arguments for Climate Change 
The UK government has concluded that climate change is occurring and is as a result of our actions by 
the production and release of greenhouse gasses, including Carbon Dioxide, into the atmosphere. 
There are a number of existing and announced policies which aim to reduce the levels of global CO2 
including the Kyoto agreement, the Climate Change Bill and the Energy White Paper 
 
Table 13 provides a summary of the responses given to this question, the largest group agreeing that 
climate change is happening and is as a result of our actions. Nearly half of those asked however were 
unable to decide mainly because they found both sides of the argument compelling or were aware of 
changing weather patterns due to their own lifetime experiences and felt ‘something’ was happening 
but are unable to define it. 
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What did come out as a result of this questioning was that despite the causes of climate change, if 
indeed climate change is occurring, is that there are compelling arguments to review how we build, 
maintain and live in our dwellings in terms of fossil fuel depletion, our impact on the environment 
(and air quality) and current waste disposal practices. 
 
Climate Change No. Quotations 
Man Made 6 “As a company we have absolute confidence in it and we are following the 
governments lead on it to a large extent.” 
“I’m fairly convinced that yes its definitely happening and that we are contributing, 
when you see the figures you can see that there is some other factor other than the 
natural …” 
Nature 1 “… a lot of these things are cyclical, we had global warming a million years ago when 
we had no industry. I mean, quality of air, if nothing else should preclude people from 
churning out loads of CO2 and particulates…. We’ve had hot spells and cold spells in 
the past which haven’t been to do with the way we live and occupy the planet but 
because of the current situation of growth in third world countries is not helping and a 
cavalier attitude to using fossil fuels certainly isn’t helping.” 
Mix of Both 1 “I suppose more settling in terms of when did the world ever stand still. … the world 
hasn’t just suddenly changed as a result of people burning fossil fuels. It may have 
contributed to speeding the process up but I still think the world will continue to 
change.” 
No Confidence 
in Current 
Argument 
3 “I haven’t got a lot of confidence in it to be honest; I think there is a lot of political 
rhetoric in it actually.” 
 
3 
1 
 
 
 
Don’t know 
Depends who’s 
arguing  
 
Both arguments 
are compelling 
 
 
 
Not enough 
knowledge 
3 
“I tend to be on the side that yes its happening there’s loads of proof … then Patrick 
Moore came on the radio the other night and said what a load of nonsense it is and all 
of this and you think oh well maybe we’ve all been duped and there isn’t really a 
problem.“ 
“I find both scientific arguments convincing ... However my view is, I do believe in 
the precautionary rule and I also think, it’s not only about what climate change can do 
as a result of our CO2 emissions but we need to be thinking about our impact on the 
environment generally.” 
“I don’t know whether it’s a natural cycle, but something odd is happening.” 
Table 13 Climate Change Causes  
 
3.3.2 Mitigation and Adaptation for Climate Change 
Only 2 landlords questioned did not believe they could contribute to the mitigation and/or adaptation 
of climate change through their work as providers and maintainers of social housing either because it 
was not on their agenda or because the works they undertake are so marginal in comparison to the zero 
carbon housing agenda. 
 
“I don’t think we’re in a position to do anything of the sort, we may have good intentions and I 
think, the authority  itself is responsible in the sense that it’s got strategies for doing so and we 
may make differences around the margins, for example, we have had a substantial programme of 
putting insulation in and double glazing in, in our properties, that has made a difference but 
overall when you’re actually talking about reducing, getting houses to carbon neutral which I 
think personally we should be doing anyway, we’re really not going to make much impact on that, 
… actually really getting onto reducing carbon then we need a hugely different programme.” 
 
On the whole landlords believe they can help reduce the impacts of climate change through their work, 
but their reasons for this are quite varied. Within this group a number of landlords believe they are in a 
position to make an impact on the reduction of climate change because they are responsible for large 
numbers of properties which are (collectively) responsible for 25% of CO2, with the largest 
contributions from space and water heating. By improving their housing to the highest possible 
environmental standards one landlord believes they are providing a legacy of quality housing when it 
is naturally transferred to the private sector. One landlord makes the point that more effort should be 
spent at the source of electricity, whether that is nuclear, wind or biomass rather than concentrating 
efforts on the retrofitting of micro technologies. 
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Within this group (who believe they can influence climate change) there are those who recognise that 
this is a global problem requiring a global solution and until large economies such as USA, China and 
India buy into the process they feel this influence will be limited, therefore without genuine, global 
political will no significant changes will occur and (one interviewee believes) the situation may even 
worsen. 
 
Funding is another reason why these landlords believe their impact on climate change may be limited; 
the lack of it, difficulties acquiring it and grants being unrepresentative of practical requirements, e.g. 
grants are available for biomass boilers but not the infrastructure which can be cost prohibitive. 
 
“Yes I feel like that definitely but then there’s a cost and I know there’s some fairly small grant 
you can get for doing electric to gas changes but there’s not really much in the way of grant 
money to help so whatever we do its got to come out of the budget that’s really used for doing all 
these other things like environmental improvements and maintaining the housing stock.”  
 
In order for these landlords to realise the impact they can make and therefore set realistic targets for 
improvements and set budgets accordingly they need reliable, practical and robust methodologies for 
measuring progress in terms of carbon footprint and quantifiable and demonstrable CO2 savings 
 
“There is obviously a role that we can play, the extent of that and the impact that can have on the 
global picture is open to some debate. Really in terms of all these things like carbon footprint, we 
understand in principle but we wouldn’t be able to calculate. … we are struggling with some 
inherent problems in our housing stock, to try an achieve carbon neutrality across the whole of 
our stock is going to be an impossibility. Having said that there’s a role for us to play and we can 
pick at energy efficiency but also the supply chain management … I think the impact we can have 
in terms of concerns about global warming … I think it’s what we build and how we maintain it 
that will have the biggest impact.” 
 
And finally, to ensure the CO2 emissions targets are realised, the UK Government needs to take a 
greater leading role. As mentioned earlier social landlords are measured against targets set by their 
regulators and as a result much effort and resource goes into achieving those targets. Therefore the 
government must align those targets with the sustainability agenda if significant reductions in CO2 
emissions are to be realised.  
 
“I think we can have an impact, I think everybody has to do their bit. Whether or not we are being 
effective at the moment is another matter, as ever with these things, I think it will be government 
led and when our government tells us we have to do this, it’ll happen, but we don’t have a green 
policy as such, we are aware of our responsibilities and that has actually been raised quite a lot 
by our residents as we speak to people, they are keen to recycle, they are keen to take an interest, 
you know in their energy consumption and that sort of thing. I think it’s also difficult to get a co-
ordinated approach again that comes back to the economics of things.” 
 
3.4 The Future? 
3.4.1 Building Performance 
The questionnaire suggests that in order to improve the sustainability of the existing social housing 
stock a new multi criteria approach to maintenance is required based on in-use building performance 
instead of the single criteria condition based approach currently favoured.  With this in mind the 
interviews were used to gauge landlords’ opinion regarding building performance. 
 
The interviewees were asked if they believed this was the right direction to be taking. Table 14 
provides examples of their responses which have been broken down into, ‘Negative’ (they do not 
believe measuring performance in-use is the correct approach), ‘Neutral’ and ‘Positive’ (they do 
believe it’s the correct approach, although they may not know how to proceed in such a manner or see 
barriers to its implementation). 
 
Those who believe measuring performance is not the correct course of action did so because it is cost 
prohibitive; due to data collection and because occupancy behaviour is unscientific and fluid and so 
difficult to measure, or because they believed performance is only pertinent to new build.  
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The neutral position has been given to those interviewees who thought this course of action MAY be 
the way forward but were not sure how it would be effectively and economically implemented. 
 
The majority (12 out of 20) of interviewees asked this question believed in-use building performance 
as a means of determining maintenance need was the right course of action for the future, although 
they noted that there will be problems with cost effective monitoring and occupancy behaviour issues 
but on a positive note recognised that a new method was needed in order to tackle issues regarding 
climate change via carbon emissions from buildings. 
 
Attitudes towards measuring building performance to improve stock sustainability 
Negative 
3 
“No, I wouldn’t look to going to those kind of depths, I think the expense of it and the data 
coming back would not be economically viable” 
“ … because people live in houses and their behaviour is unscientific and not static … “ 
 “That’s very difficult for us to quantify because we tend to work on the existing stock. I think 
that comes under the realm of our development programme.” 
Neutral 
5 
“I used to be in the merchant navy actually, … when I was at sea for example you’d have a 
generator and every 6 months or every 6000 hours you’d strip it all down and rebuild it again, 
move that on 10 years and they never stripped it down, its all computer controlled, they watched 
the graphs on all the systems … and when they saw that, that was starting to fail then they 
actually did the work and it meant that you probably, you could almost double in some cases the 
cycle between maintenance. We would do exactly the same with housing or the built environment 
if you had a suitable way of measuring it and I can’t see really, how would you measure if your 
roof was deteriorating? … we remotely control, we’ve got 20 communal boiler installations which 
is actually energy efficient in terms of the tenants spend a lot less money per week than they 
would for an individual boiler the disadvantage is the control” 
“Difficult to say because it depends on what you term as the performance of a building, because if 
your needs are not aligned to the needs of the user or the user doesn’t perceive them as being in-
line with the same needs as you, you’re not going to get anywhere in the long term.” 
Positive 
12 
 “… well it’s a start. … In theory you could put monitoring equipment all over your house, so it 
would tell a picture throughout the day of what was happening to it but currently we are limited to 
what we can afford and that at the moment amounts to SAP and carbon emission survey.” 
“… you need to take into account how people live as well. Some of our residents smoke heavily, 
which has an effect on the surroundings they live in, some are hoarders, some attract mice which 
can be a problem with the neighbours environmentally, some have never opened a window or 
they turn the extract fans off which is detrimental to them and the property ...” 
 “Yes, but I think you are automatically, as a landlord restricted on what you can do depending on 
the build type and the age and the construction and things like that… So I think you can only 
work within the parameters you start off by and everyone will be starting off at different levels, 
but even if its just asking for percentage increases, however you measure that on performance but 
just to move things in bands to another band and even if people are in band 2 to move to band 3, 
there needs to be some recognition of where they started off from.” 
“… is it 2% is new build the rest is refurbishment and we’re not really touching that at all, we’re 
piddling about with little bits but we’re not looking at the building as a whole, so I think yeah its 
got to be something that we need to do.” 
“It’s got to. Some of it is already covered by things like decent homes but there are other issues 
like pollution and air quality and such like that we tend to ignore, unless it becomes a problem… I 
think as other issues about the environment become more acute, then people are going to demand 
more out of their existing stock and not accept that it can’t perform, its got to be made to perform, 
but it has greater cost implications because you are stuck with what you’ve got, you’ve got the 
fabric, you’ve got its size and any alteration or modernisation, improvement etc brings about its 
own different challenges.” 
Table 14 Attitudes towards measuring building performance to improve stock sustainability 
 
3.4.2 What Should Be Measured in Terms of Building Performance? 
The interviewees were asked what they would like to see being measured to help improve the way 
maintenance need is determined. Table 15 provides examples of their responses which were quite 
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diverse and have been categorised as, ‘in-use costs’, health, building elements, energy efficiency 
rating, components, tenant requirements, procurement and noise. 
 
What Should Be Measured 
In-Use Costs 
 
“So we can then turn round to residents and say we’ve done this work and as a result you 
should now be using less energy, so you’ll see …(savings).” 
“… it would have been nice to be able to measure what the effects have been of increasing 
the loft insulation in the properties that we did last year to find out how much that has 
actually reduced the bills of our customers. Because then I think you’ve got some form of 
having a dialogue with the customer, in terms of then pursuing further examples of 
sustainability.” 
“Heating, we’re measuring the performance of a building as people go in but we’re not taking 
any data about how people, its cost in use.” 
Health “ … there needs to be some measures in place for actually measuring how the health rate or 
the health of an estate or neighbourhood… In terms of sustainability I think we need to get 
closer to the sustainability agenda and try and identify some of the key indicators of the estate 
to find out what the real need is. So I think a suite of indicators for neighbourhood 
sustainability” 
Building 
Elements 
we don’t ever look at is deterioration due to orientation of a building, the impact the sun has 
… it does deteriorate the fabric of the building more quickly, for instance …” 
“I’d certainly like to look at life-cycles of elemental building elements” 
Energy 
Efficiency / 
Rating 
“ … energy rating properties. It’s not been sparked off by HIP packs and things like that, it’s 
purely a sensible way of looking at a property… It gives us an understanding of our energy 
rating and sorry for going on about energy rating and SAP, its just one of the big issues at the 
moment, obviously with global warming…” 
“… energy efficiency, we’ve got to reduce the carbon footprint haven’t we.” 
Components “… efficiency of the components we’re using …” 
Tenant 
Requirements 
“ …. its actually measuring what people, what’s now expected.” 
 
Procurement “I think we should look at the product. I think, although we are often asked do we consider, 
have we got an environmental awareness … but there is very little legislation unless you 
really feel the need to do that to drive it. My own personal belief is, if the government is 
really serious about this, then as we do with asbestos, like we do with all the SAP ratings, SC 
things that measure our performance, we should introduce it that all contracts should be 
subject to annual audit checks of contractors systems to how they train their employees, that 
the products that they buy and use and waste and it should be part and parcel of the 
evaluation of any new product. And I think maybe some sort of checklist or template 
guidance that should do.” 
“We are now looking more at performance specifications and moving into that area much 
more so now. Full life time costings, that sort of thing that should also influence our 
procurement, because obviously when we procure materials and supplies or when we are 
writing the specifications we want to look at that now… For instance, within DH we do a lot 
of kitchens, we are looking at the eco panels within kitchens, and the way that they are 
manufactured and what sort of life they give. We’ve got government guidelines on how old a 
kitchen should be etc. But if we can exceed that and not just by stringing it out but by 
performance and good quality, investment at the front end, obviously it aids us and as an 
asset manager that’s where I’m going.” 
Noise “Sound and noise” 
Table 15 Measurements for Building Performance 
 
3.4.3 Problems with measuring performance 
The interviewees were asked why they believed measuring the performance of a building in-use to 
determine maintenance requirements is not currently being used and what might prevent its use in the 
future. The reasons given were; 
 
• The difficulty determining actual failure rates of building components because they are influenced 
by factors such as geographical, social circumstances and occupancy levels. This is a similar 
argument for not using life cycle data, because there is currently a lack of reliable in-use data.   
• Defining and agreeing what building component / element performance is and what a reasonable 
target is  
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“… we had to set up performance targets for lifts and we had a great debate about the 
performance targets for lifts, the number of breakdowns, right we’ll go for the average number of 
break downs in our 300 lifts, that’s going to come in at, we agreed 8 breakdowns a year on 
average would be ok. Except our current monitoring was showing us 8.5 and we hadn’t invested 
anything in lifts for the last 5 years because DH didn’t require, now we’re putting £14 million into 
lifts we were going from 8.5 down to 8 so that’s not very good return for anyone to be proud 
about. So then we knocked it down to 6 and then you are into the debate about what is a 
breakdown? What if they turn up and its vandalism … So we’ve looked at it and one of the things 
we’re moving towards is where we will put in remote monitoring, we’ll put in some for the 
percentage of time that the lift is actually operating and we’ll aim for something like 98% of the 
time operating because you couldn’t tell from breakdown how long it was out of use… but this 
remote monitoring will actually trigger a percentage that is no longer available and then we can 
target, so it’s using that kind of technology to actually improve the service as an example.” 
• Difficulty measuring the impact of occupancy behaviour and perceptions on the performance of a 
property. Occupancy behaviour because in theory components and systems have been put in place 
to ensure the dwelling performs well but because of the manner in which it is used by its occupant 
it’s actually performing poorly. This can be because social housing is providing accommodation 
for some of the most deprived and vulnerable members of society or because there are education 
issues or language barriers. 
“… the problems we always face is with condensation, people complain about condensation in 
housing but the problem is they always block up very often even those little trickle vents, they will 
block them up.” 
• Occupancy perceptions because, little is known about what people actually want from their 
property, but also because occupants have certain perceptions of what a property should look like 
and how it should operate, which may not be in line with modern methods of building or 
technology. 
“… it’s automatic that people think a gas central heating system should go in. We’ve got systems 
now, sorry projects now that, we’ve got the U-values down to about 1.7 on the walls, you can 
literally warm the flat with the television, but unless there is a radiator on the wall people still 
think they’re cold.” 
 
Other reasons why building performance may be a difficult route to take in terms of housing 
maintenance are, cost, traditional (way of doing things), education (occupant), lack of data, difficulty 
monitoring different build types and their impact on performance and the way in which buildings are 
monitored, how to avoid ‘big brother’ type issues. 
 
3.5 Tenant Issues 
3.5.1 Tenant relations 
Social landlords provide general needs, sheltered and specialist housing for a range of different groups 
and ages of people within different regions of the country. Some landlords provide a mix of housing 
requirements whilst others cater for specific groups, so the interaction between landlord and tenant 
may be quite unique; the North East housing association providing sheltered accommodation for older 
clients will operate in a different set of circumstance to the housing association providing general 
needs housing for ethnic minorities in London. Regardless of circumstance, there are certain 
phenomenon that appear common to all, a paternalistic relationship between the landlord and tenant, 
lack of choice (in terms of accommodation) and managing rising tenant expectations and aspirations. 
 
 “… its not just my view on it its really what they [resident] think about it and I need to, I put the 
case forward and say look these are the issues how are you going to make you’re decision on it 
and try to stir them, if they make a decision and I think they’re well off track then I’ll maybe put 
some other facts down and say have you considered this, this and this? Until they make a decision 
that you think is acceptable. I don’t want to sound like I’m influencing them but if you haven’t got 
enough information you’ll make a decision based on the information that you’ve got. And they 
might not have that wide enough information to be able to base that so if I can see that stirring 
really well off track then I really have to say have you thought about this, this and this, these are 
all issues you’ve got to consider on this and ‘oh no maybe you’re right’.” 
 
Landlords may operate a choice based lettings system but in reality there is often no choice for social 
housing tenants about the accommodation and location they live in. The Audit Commission reports 
that to ensure a tenant’s happiness requires (amongst other things) “… residents who make conscious 
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choices about where they live and whose services they receive are more likely to put down roots and 
give support to the future of their locality … Where residents can exercise choice over their provider, 
this will encourage providers to ensure tenant satisfaction.” (Audit commission, 2007) As the choice 
of location and accommodation is generally limited the importance of having choice over whose 
services tenants receive and the manner in which they receive them may become even more important 
in terms of their behaviour.  
 
“They are almost built under the motorway… Everyone knows they are there, the houses are 
there, it doesn’t seem too much of a problem in terms of letting, but that might be because of the 
housing need as opposed to that …” 
 
“Generally speaking round here tenants don’t get a choice on housing if we get a house come up 
we’ve got a waiting list to fill it. We go through choice based lettings but in reality there is not a 
choice.” 
 
Lack of choice as well as the significance of the DHS could explain why the Energy Performance of 
Buildings directive has not had the impact on driving down energy use in this sector of housing as it 
has elsewhere. The publication of energy certificates when properties become available for rent (and 
purchase) is expected to provide an impetus for energy performance improvement works because of 
market forces, however in the UK social housing sector tenants have very little choice regarding 
accommodation and therefore the same market forces do not apply. 
 
How do you overcome and accommodate changing tenants’ perceptions and desires as these can have 
a major impact on the cost and type of maintenance undertaken. This is a problem that constantly 
fluctuates as the occupants of dwellings change. To a certain extent these costs can at least be 
calculated and included in the maintenance budget (even if funds are not available to accommodate 
them) Olubudon, 2001.  
 
“We could have a perfectly designed house, a perfectly good condition but nobody wants to live 
there because it’s somewhere where no-one wants to live… example … we have 6000 houses and 
flats and only in the new build properties do we install showers. And showers now are seen by 
people as a prerequisite and 20 years having central heating was seen as a real plus whereas now 
it’s a minimum now isn’t it and probably again 20 years ago plumbing for a washing machine was 
a plus, whereas now a dishwasher is probably a minimum. So it’s actually whether, the house is fit 
for modern day purpose. And of course someone who’s 60 or 70 is happy with a property, but if 
they die or move on, it might be completely inappropriate or unpopular because of the layout or 
fixtures and fittings for a younger person.” 
 
However how can landlords truly understand the desires of their tenants? At one end of the continuum 
is this midland based housing association that recognises that their tenants place importance in 
different aspects to housing than they do, but which has a very basic relationship with their tenants in 
terms of property management and find it very difficult to get their tenants involved. 
 
“I think the big difficulty dealing with social housing and dealing with our tenants is that they tend 
to have a very different view of the world and of what they consider to be important to them … it’s 
difficult to get them interested in anything about the management of our properties. You’ll know 
when a tenant isn’t happy, because they’ll complain … As far as the tenants are concerned, we 
have an agreement with them, if you can pay your rent, we wont cause you any grief, if you don’t 
cause us any nuisance, we shall not rattle your cage and if you want a transfer then we’ll do our 
best to help you, if you need some adaptation, to be honest we’ll do our best to help you with that. 
It’s a very simple contract.”  
 
And then there are those that recognise that it can be difficult to attain representative views and 
participation from their residents but understand the importance that information has in terms of 
maintenance and development resource allocation and therefore seek to overcome such problems. 
 
“As far as I’m aware, in the past couple of years we’ve done various, we’ve polled tenants, we 
have tenant forums where we get them on board and we’ve trained a lot of tenants up on these 
kind of issues – we took a load of tenants up to the Centre for Alternative Technology. I went with 
them last year, so we try and get them on board, we try to get the tenants themselves to come up 
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with ideas, so we have like stirring groups. We have a stirring group which looks into all of these 
things, along with things that will improve [the estate] as a whole. So the master plan for instance 
was developed with a stirring group of residents and tenants” 
 
The single largest obstacle social landlords’ face, is how to manage tenant expectations and rising 
aspirations. Much of this is a result of the DHS either because tenants have received property 
improvements and now expect property management to continue at this elevated level when the reality 
is DHS funding has been expended and (smaller) future maintenance budgets will not accommodate 
this level of management. 
 
“So the more we maintain it and improve it to  a higher standard, the more they want to keep it 
there and so the kitchen draw that would jamb a few years ago they would have put up with, today 
they won’t and we’ve got to go fix it. So when people say ‘you put a new kitchen in your response 
contract is going to save money’ the answer is no, because people’s aspirations and expectations 
of that draw working or that worktop being or good order or that tap dripping, they expect it fixed 
because its their lovely new kitchen and they want it keeping that way.” 
 
Or because they haven’t received property improvements but believe that under the terms of the DHS 
every tenant will be provided with a new kitchen and bathroom. But it is also a natural progression as 
progress is made and as quality of life improves. 
 
Different points of view also need to be managed; the landlord has a professional maintenance point of 
view whilst the tenant has an end-user point of view. The landlord is ultimately concerned with the 
fabric of the building whilst (from a landlord perspective) the tenant is more focused on comfort and 
safety and quality and quantity of product rather than its sustainability. As a result Asset Management 
and tenant aspirations are out of sync, many landlords are of the opinion that if the tenant cannot feel 
or see an issue it has no relevance to them, so energy efficiency is of no consequence unless they can 
see reductions in their fuel bills. 
 
“Obviously there are things like roofing programmes which tenants, which is very low on their 
priority, if their roof isn’t leaking it isn’t a high priority but the fact is its an extensive process to 
recover a roof and because of the way, you’ve got a flat budget and the same amount each year, 
you’ve got to profile in the roofing you can’t suddenly have a bulge of expenditure when they all 
start to fail in 10 years time so we say, ‘look we’ve got to start re-roofing these properties now so 
they don’t fail in 10 or 20 years time and they don’t understand that, so things like that don’t tie 
up with tenants aspirations.” 
 
Naturally not all tenants are perceived by their landlords to have the same attitude and in some cases 
tenants are driving the sustainability agenda by requesting more recycling opportunities and inquiring 
about landlord vehicle fuel source and consumption. 
  
In many cases social tenants are considered to be amongst the most vulnerable which requires careful 
consideration regarding the technology installed, complex controls may lead to user misuse and 
increased demand on maintenance.  
 
Completing a community/estate assessment is critical in allocating resources as the culture can change 
over a relatively short period of time from sustainable to unsustainable regardless of how much money 
has been ploughed into it. But not all tenants live on estates, much RSL housing is pepper potted and 
these residents are more concerned about their house than the community.  
 
“… we had our status survey last year and we generally have that every 3 to 5 years and out of 
that, their priorities were, 1) carrying out day2day repairs, then it was number 2 which was stock 
investment and then is was ASB and it went down from there… Its probably a typical profile for 
lots of organisations … also last year we embarked on a stock investment strategy and review … 
and I did a series of workshops and questionnaires and things like that, and again most people 
were coming back that they want their security, their homes, they want windows looked after, 
again, its their shell and the communities actually figured quite low.” 
 
Some landlords who have high proportions of their tenants accommodated within mix tenure estates 
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understand the importance of involving all residents, regardless of tenure in discussions regarding 
estate improvements, others see it as a barrier to improvement works. A significant problem occurs 
where there are high numbers of lessees; this can limit the scope of work carried out on properties as 
they contribute to the cost, a situation which is acerbated by those properties being sold on further to 
property organisations that have even more concern regarding maintenance expenditure.  
 
Statements have been made by a number of interviewees regarding the group of tenants who will be 
more demanding and maintenance intensive than others, such as unemployed single white men being 
difficult tenants who are prone to vandalism and petty crime whilst older tenants tend to maintain their 
properties more and make fewer requests for maintenance work, but this line of query was not a 
central theme to this research and general conclusions cannot be made. To date only the opinions of 
the landlords have been canvassed, and whilst they have made assertions about the attitudes of their 
tenants it is not possible to truly determine these without direct contact with the tenants. 
 
3.5.2 Tenant Participation 
To ensure that the decent homes agenda is comprehensively delivered to all social housing tenants the 
Government perceived tenant empowerment via “meaningful opportunities to participate in the day to 
day management of their properties and to be involved in their landlords’ strategic decision making 
processes.” (Communities website) 
 
The manner in which tenants can participate are numerous and clearly established within the field, 
examples would include, formal complaints procedures, tenant satisfaction surveys, board/cabinet 
membership, tenant steering groups, tenant/community associations and tenant panels and some forms 
of participation will be unique to particular landlords. Table 16 provides examples given by the 
landlords of common issues relating to tenant participation. One overriding problem is getting a 
representative collection of tenants to participate. Participation can be a powerful tool, not only can it 
shape property management strategies it can have significant benefits on tenant satisfaction. Currently 
the shape and form of tenant participation is set by the landlord and to a certain extent their 
evaluations can be influenced by landlords but tenants are encouraged to speak freely on issues of their 
choosing. 
 
A balance must be found with calls to participate, too many can be seen as a nuisance and too few can 
be interpreted as lack of interest on behalf of the landlord and a failure in their duties. Some forms of 
questioning can also cause offense and extreme care must be taken. 
 
“… there’s a lot of tenants to get to grips with … because some of the things I have to get them to 
do, I need to get them to do this impact assessment on our Commission for Racial Equality(CRE)  
agenda which is going to take some persuading, they’re already creating ructions about having to 
answer questions on sexual orientation and religion and all that sort of stuff but its what people 
need from CRE and they’re using my work as a route to collect that kind of information which 
isn’t going down well.” 
 
For some organisations tenant participation is still relatively limited but the benefits of wider 
participation are understood and practices are being put in place to expand this. 
 
“Not as much as we would like, again this is very historical in as much as before transfer there 
was a thing called the tenants federation and the council, they saw the tenant federation as being 
the be all and end all of engagement with tenants, through the federation. So all the tenant groups 
around the district fed into the federation and the federation fed into us. And that really was a very 
short-sighted, bottleneck approach. So what we are doing at the moment is developing a menu of 
involvement opportunities so people can be a lone voice, on the one hand, and they are quite 
welcome to come and talk to us, they can be a small tenant group who come direct to us, or they 
can go through the federation, or they can go any other route and we’re trying to widen this menu 
so that people can get engaged as much or as little as they want to.  
 
Feedback can be received informally (during survey visits and day to day maintenance works) and 
formally (questionnaire responses, tenant forums etc) and can have many benefits for both the landlord 
and tenant if the data is captured, analysed and implemented. Improved tenant satisfaction as a result 
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of their opinions being considered and implemented benefits both parties, as it can also lead to reduced 
day to day maintenance works though fewer calls. 
 
“It might be something really stupid that we haven’t thought about, although we did find, the 
reason we offer the extra £100 for the bathroom for the soap dishes and mirrors and stuff, because 
when we were doing a refurbishment, afterwards, tenants would try and drill in our new tiled thing 
and they would damage it and we got a lot of feedback from that and so we thought for £100 we 
might as well put it in, they’d feel good about it but also we wouldn’t get someone saying ‘the 
contractors broken it’ or you know.” 
 
Whilst it is good practice to have an idea of what the answer will be before asking the question, 
consultation can yield unexpected results. 
 
“We are looking to consult with residents and leaseholders etc about this and again its quite 
pleasing to note that once you broach it and say product A you can have and product B but 
product B has benefits because, people are quite willing to increase the service charge or 
something to pay for it, I won’t say they would be happy to pay more rent, but if they thought they 
were getting a better product with a longer life, more energy efficient etc, they will actually be 
prepared to pay some towards it and that’s been borne out by some of the local consultation that 
we’ve done.” 
 
Consultation can also provide information regarding the benefit of maintenance works on the end user. 
 
“I think we need to do more of ‘well we’ll do this and how are we going to measure how that is 
impacting on tenants’” 
Tenant Participation 
Same Faces  “I think from our point of view that’s the hardest thing that we’re trying to do, is get their views 
of what they’d like to see in the service, getting them to engage, … it’s the same people, you go 
to a board meeting they’re there, you go to a residents meeting they’re there, it’s the same half a 
dozen people that do everything and I’m not knocking it because obviously that’s great but, its 
always their views you’re getting and not, we’ve got 9000 residents and we’re looking at 9, we’re 
not really getting a true representation of perhaps what people think …” 
Power of 
Participation 
“… we do try to maintain a balanced programme in accordance with tenants wishes, so its not 
just DH, we’ve got tenant consultation … so we know what they want, we’ve got a good idea 
about what they want and I’d say generally stock repair and improvement which is not things that 
come under DH.” 
“… there’s a meeting I go to once a year where we set the budget and I say here’s the budget for 
the year, we do a tenant survey once a year, so [from the] tenant data, these are the priorities that 
the tenants have said they want, this is our SC data of how we think the properties should be 
managed to make sure they’re sustainable because the tenants priorities wont necessarily gel with 
proper Asset Management and then you’ve got the views of tenants at the meeting. They will 
then, with me, [consider] what the tenants’ priorities are with what is the proper Asset 
Management of the stock within the budget. And then its about robbing Peter to pay Paul sort of 
things, you’re moving money around so that they get what they want and so that I can see that it 
hasn’t affected the Asset Management programme that much ...” 
“… if we get a lot of complaints about, for example, boilers, then we collect that information and 
that’s going to drive what we do and how we do it and all along the way we’re looking at what is 
value, how do we add value?” 
“… we value what the tenants feel… example, you can get great big free standing boilers that 
look about the size of a washing machine … that can take up a considerable amount of space. 
And so its that, its working with the tenants to find something that suits properties, easy to use, 
because again that reduces call out on the responsive side of the business, if you get something 
that is very easy to use, that’s really fits in the way people live their lives, takes limited space and 
it’s a good quality product … we look at that whole package before we decide what we are 
putting into properties.” 
Guidance “… resident participation is excellent from what I’ve seen so far, they have a huge input into 
what we do, what they like to see, its important, but you’ve also got to be mindful that you’ve got 
to guide them for want of a better word or lead them by the nose, where you see things, we’re 
deemed to be professionals so we should be leading people down the right avenues but they still 
have a large say in what we do and what we invest in.” 
Table 16 Tenant Participation 
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3.6 No Constraints 
Interviewees were asked what maintenance works they would ideally like to undertake to improve the 
sustainable performance of their existing housing stock, if financing was not an issue. Table 17 
provides a breakdown of the answers given, a wish list of sorts.  
 
In the main landlords would like to see current programmes enhanced, by speeding up existing ones, 
taking a property based approach to maintenance planning (rather than element), putting a greater 
emphasis on planned rather than reactive maintenance, insulating beyond current requirements, 
replace fencing and more use of long term strategic planning.  
 
Beyond the customary maintenance agenda, landlords have expressed the desire to demolish and 
rebuild, this would overcome the difficulties of improving the energy performance of existing 
properties, whilst providing an opportunity to more easily tackle social issues such as anti-social 
behaviour, it would also allow for estate improvements which could extend to improve shopping and 
healthcare amenities as well as improved public transport. Whilst demolition works were a popular 
response, desirable rebuilding would in many cases replicate that which was demolished but with a 
modern twist, more suitable foundations, greater energy performance and more modern facilities.  
 
Eliminating financial constraints would give landlords an opportunity to base decisions on quality 
rather than cost and to encompass the principles of ‘life time homes’ which impacts not only on the 
dwellings performance but also facilitates a more sustainable community. There is recognition that a 
more community based focus is needed to maintenance because the dwelling and its environment are 
inextricably linked, and limiting resources to only one element will not lead to improved economic, 
environmental and social sustainability. It is this fragmented approach which has resulted in some 
labeling the DHS a failure. Installation of technology would also become more attractive as a result, 
mainly those which provide alternative energy sources, but to a lesser extent SMART / Intelligent 
technology. 
 
Less frequent responses called for improvements to the asset management process with thorough 
evaluation and monitoring and annual MOT type property surveys 
 
If landlords had no constraints some would focus on the social issues their tenants face, these included 
quite broad aspirations of improving the quality of life to quite specific agendas such as 
unemployment and improving tenants perception of their social standing within the community 
 
By taking away financial constraints a greater focus could be placed on the social and environmental 
aspects of sustainability, more of what is already underway could be done to contribute to the wider 
sustainability of the existing social housing (i.e. no great change in approach needed to improve the 
sustainability of stock) 
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Desired improvements to existing housing to improve sustainable performance 
Products purchased for quality not price 
Install more air-conditioning  
Install better fitting products such as doors 
Improved estate access (selective demolition) 
Regeneration (large scale demolish and rebuild with emphasis on mixed tenure) 
Compulsory purchase of poor performing RSLs 
Improve public transport  
Pay residents to maintain the areas where they live 
Intelligent buildings  
Rebuild as existing (popular but resource intensive but more energy efficient and more stable foundations) 
Estate feasibility and health check, probably resulting in selective demolition and rebuild to ensure estate wide 
environmental improvements including improved local shopping amenities, public transport, health centers and 
community policing 
Use of more sustainable materials and finishes 
More water conservation measures  
Greater use of LZC technology where practicable 
Redevelop with more modern buildings (but as a LA so not practicable)  
Spend money on maintenance and demolish and rebuild of hard to treat system built stock (e.g. wimpy no-fines, 
Caspons etc) 
Have LA act in a more business like manner and use tenancy agreements in the way that HAs do but whilst 
maintaining high quality and diverse customer service 
Create utopia 
Demolish and rebuild parts of the city to meet tenant expectations 
Employment opportunities to alleviate the problems associated with 3rd generation unemployment 
Environmental improvements 
Convert all electric to gas with the most sophisticated controls and appliances with renewable energy sources. 
BMS for sheltered housing schemes 
Provide more internal housing space (at least 1 bedroom and 2 receptions) 
Improved economic incentives for installation of LZC technologies 
Install LZC technologies 
Long term strategic planning 
Use effective asset management system with thorough evaluation and monitoring 
More value engineering  
Improved quality of products for improved environmental impact 
Improve quality of life of tenants through coordinated improvement works  
Insulate to good level and invest in renewable energy sources 
Redesign schemes based on the reduction of ASB with the future demands in mind rather than cost 
Improve the quality of life of tenants who perceive themselves as 2nd class citizens  
Refurbish all properties and install modern facilities 
Improved estate environments (safety and security and general environment) which may include some 
demolition and rebuild. Life time homes 
Demolish and rebuild all prefabs 
Invest in SMART houses “I’d have lots of smart technology like, the customer has something broken in the 
house and the house tells the computer which then downloads it into the system and downstairs it raises the 
order and tells the workmen to come round because there’s a problem …” 
Sell off the old stock and buy in ‘posher’ places with a more stringent tenant selection processes.  
Develop prefab and concrete housing for high volume developments with lots of technology installed and plenty 
of nurturing and training for customers moving in on how to efficiently operate that house. 
Greater long-term planned maintenance looking at the whole property not just elements / systems 
Much greater emphasis on community sustainability (via development of sustainability index) 
Ensure insulation is in excess of current requirements 
Replace all fencing 
Speed up current 5 year maintenance programme and increase level of PPM 
Conduct annual MOT for housing and improved quality of life of tenants 
Table 17 Desired works to improve sustainable performance of existing housing stock 
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4 Discussion 
4.1 Organisations 
The three different types of landlord were represented in the interviews and whilst they all have the 
same remit, operate in fundamentally different ways. This, to a certain extent can be attributed to the 
personal convictions of those with authority within the landlord organisation, be it the chief executive, 
the maintenance manager or other with influence. This will be demonstrated in a number of ways in 
the following sections. 
 
All social landlords are subject to regulatory controls and government agenda but dependent upon the 
attitudes of those with influence, organisations will either allow government agenda to skew decision 
making against the sustainability agenda or actively promote it despite government.  
 
Regardless of the size of the organisation they ultimately have the same problems and work within the 
same constraints so why does their approach differ so greatly; why can one organisation recognise 
non-financial benefits within its accounting mechanism and not another; why does one think more 
sustainable practices will save money and another thinks its an a cost burden? It’s dependent upon the 
ethics of those involved and not on their level of maintenance allowance. The difficulty in attaining 
knowledge; understanding government text, being able to sift through the mountainous volumes of 
text to find out what is important and what is not, economic collection and analysis of property data 
has come through as barriers to more sustainable practices but it is knowledge that is at the heart of the 
proposed performance based maintenance model and a different approach to its collection is required 
 
4.2  Housing Maintenance 
Traditional maintenance practices encouraged fragmented, silo working coupled with limited 
maintenance allowances means that careful allocation of resources is paramount. Traditionally, 
attitudes towards resource allocation meant that firstly government and regulatory targets must be 
achieved and if there is anything left over (which there invariably isn’t) then ‘other’ work could be 
carried out. Within this model sustainable development type issues may appear impossible to 
implement as changes which make environmental and social sense do not make economic sense. 
Improving the sustainable performance of housing stock is seen by most as a separate entity to their 
work maintaining social housing which is why ‘sustainability work’ isn’t a priority and works with 
such a label don’t ever rise high enough up the priority rating to be complete because government 
doesn’t provide money to cover these additional costs. Those organisations who are driven by the 
sustainability agenda are changing their working methods and permitting a more holistic systems 
approach to maintenance to take place. In this case the sustainability agenda is not seen as a separate 
entity to maintenance work but a central theme. 
 
Whilst the DHS has provided a mechanism for social landlords to produce long term maintenance 
programming and to set budgets over that period (over 25 years) works is still essentially carried out 
on a short term basis (12 months). This position, in terms of incorporating the sustainability debate is 
exacerbated because of the government’s efficiency gains policy and the way in which landlords are 
funded which both encourage short term practices. Sustainable maintenance requires long term 
planning, commitment and investment to gain the environmental, social and economic benefits which 
often occur at some point in the future therefore policy is required which acknowledges long term 
benefits as well as recognising financial as well as non-financial benefits. 
 
4.3 Housing Quality 
The DHS has succeeded in raising the status of maintenance at board level and has gone some way to 
improving the quality of existing social housing but it was never intended to be a sustainability 
standard and as such appears to be having little impact on this aspect of UK housing stock. Social 
housing landlords have mixed views on the DHS but one aspect appears to unite them all and that is 
that the introduction of the DHS has led to rising tenant expectations and it is the management of those 
expectations which they are finding increasingly difficult to manage. Future asset management 
strategies need to be aligned against tenant expectations so that there are clear links between 
expectations and maintenance decision making as it will not be possible to deliver against all 
expectations. 
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4.4 Sustainability Agenda 
To ensure central incorporation of the sustainability agenda within the built asset management strategy 
an agreement within the landlord’s organisation, at least, of what that means is essential. All too often 
there is lack of understanding and a lack of definition as to what sustainability means to their housing 
and their residents which needs addressing and which needs to combine the three aspects of 
sustainability which are not considered holistically but as separate agendas. 
 
The results of the interviews show that in general, a wider range of criteria should be incorporated into 
the maintenance decision making process to accommodate sustainability than is currently included. 
The lack of uptake is suppressed by the UK Governments agenda, the DHS being the primary focus 
for maintenance planning. The criteria selected to date reaches far beyond that of the Decent Homes 
Standard signifying its irrelevance in terms of sustainability of the existing housing stock and 
maintenance. The emphasis on the DHS and (in the main) limited resources means economic 
sustainability is still the principal factor. Given the opportunity to carry out maintenance work with 
current constraints removed landlords would concentrate their efforts more on works which would 
improve the social aspect of sustainability, essentially providing places where people are willing and 
happy to live, the positive impacts of which overlap all three aspects of sustainability. 
 
Those involved with maintaining Local Authority owned and managed housing appear to have a more 
mature understanding of the issues surrounding sustainability. Their attention is focused on the 
benefits of wider participation, going beyond that of a provider of social housing, encompassing other 
agencies such as the NHS and the police. This group appears to take more of a community perspective 
than do the RSL group, which takes a more pragmatic, businesslike approach.  
 
Current government policy is driven by reducing greenhouse gas emissions which has concentrated to 
date upon new build. However with the Climate Change Bill and the Energy Bill gaining royal assent 
the need address the carbon footprint of existing housing at last appears to be gaining in importance. 
The Climate Change Bill requires deep cuts in CO2 emissions of 80% compared to 1990 levels but 
research carried out by Shipworth (unpublished) estimates that only around a 5% reduction in CO2 
emissions will be achieved by 2050 based on an analysis of demolition rates and assuming all new 
housing in the UK is carbon neutral. Therefore if these targets are to be met the carbon footprint of 
existing housing must be addressed. But retrofitting energy efficiency and LZC technologies is 
hindered by high upfront costs despite significant improvements to life cycle savings (fuel bills) for 
occupiers (DCLG, 2006). This is no more evident than within the social housing arena where limited 
resource allowance, government fiscal policies and the necessity to protect the most vulnerable 
members of society leads to risk aversion in terms of the technology employed within their housing 
stock. Landlords are forced down the route of implementing tried and tested technology rather than 
being free to be innovative and developing schemes which may be more suited to their specific 
requirements. 
 
The technological fix is only part of the solution to achieving the 2050 target people’s lifestyle and 
behaviour must also be addressed. To this end: greater community engagement; deliberative forums to 
help people live more sustainable lifestyles; investigating ways in which stakeholders can influence 
decision making; new commitments to support education and training in sustainable development; and 
response to key environmental taxes are all challenges that those seeking to create future sustainable 
communities need to address (HMSO, 2005). Currently none of these issues regularly inform built 
asset management strategies. 
 
4.5 Driving the Debate Forward 
Incorporating sustainability as a central issue to social housing maintenance does not stop with a new 
model and set of toolkits for measuring the performance of a building in use, it requires complete buy-
in from the organisation and a new way of working. Sustainability issues are cross departmental issues 
and require a holistic approach to management, much different to the traditional management structure 
which encouraged silo working.  
 
Ideally improved sustainable performance should be derived via technological solutions and occupant 
behaviour. Social landlords’ efforts are currently focused on technological solutions which are 
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impeded due to high installation costs and long payback periods. Improved fiscal incentives via a more 
effective grant system or tax rebate system with a legislative requirement for installation would not 
only reduce initial costs but would provide greater certainty for manufacturers of LZC technology 
which would help drive costs down further over time. Reduced installation costs would help reduce 
risk to the landlord and tenant regarding energy supply of LZC technology as more pilot programmes 
would be possible. Greater promotion is also required regarding the benefits landlord culture and 
occupant behaviour can have. Changes in behaviour and office culture can have a zero initial cost but 
significant financial and non-financial benefits. 
 
Maintenance works and allocations need greater certainty and long term planning. Allocations in 
particular need to consider legislative changes and other external variables, whilst long term planning 
will encourage partnering with its associated efficiencies which have been known to have benefits for 
the wider community. Tenant profiling and understanding their impact on properties will lead to more 
efficient use of resources 
 
Procurement is an effective means of ensuring the supply chain has bought into the sustainability 
agenda by agreeing levels of responsible sourcing of materials, waste management etc and if such 
items were included as part of landlords regulatory reporting mechanism it would ensure that the 
sustainability agenda was given a higher priority. 
 
4.6 Performance Based Sustainable Housing Maintenance Model  
The interviews support the authors portrait of the traditional social housing maintenance model as one 
which should be driven by organisational policy, but all too often the policy objectives are not clear 
and no direct links exist between the organisation’s strategic objectives and their maintenance plans. 
Therefore it is recommended that social housing landlords assemble maintenance strategies with 
organisational key strategic drivers to ensure efficient use of resources so that operations portray 
strategic aspirations. In order to do this the landlord will need to define what sustainability and 
sustainable development means to their organisation and determine their Key Strategic Drivers 
incorporating the sustainability agenda. This will improve efficient use of resources and provide 
clarity for the different stakeholders in terms of what sustainability means to social housing and will 
ensure that the term is given suitable importance. 
 
 
Figure 4.1 Performance Based Sustainable Housing Maintenance Model 
 
Box 2 calls for the need for a maintenance action to be identified through a series of performance 
toolkits that asses how well a house / component is performing against the landlord organisation’s 
sustainability agenda (examples of such toolkits are provided in Figure 4.2). This is supported by those 
interviewed who were asked what they would like to measure given the opportunity. Whilst the 
answers were diverse they were all based on the performance of the building or maintenance process, 
incorporating social, environmental and economic issues.  
 
To overcome the perceived problems associated with measuring performance the toolkits established 
must be quick and easy to use and cost effective. More importantly perhaps they must be able to 
effectively identify and measure social impacts. This research suggests that there is better 
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understanding of economic and environmental issues than the role social housing maintenance can 
play in the social arena. Of significant importance within this is the need to establish a robust and 
unobtrusive method of identifying the impact occupancy behaviour can have on housing performance. 
By incorporating tenant attributes maintenance budgets will be more efficiently allocated (by as much 
as 25% according to Olubodun, 2001)  
 
Any single or combination of criteria then identifies those houses / components that require further 
investigation. 
 
Physical Performance Social Performance 
 
Environmental 
Performance 
Economic Performance 
Health & Safety 
Statutory Requirements 
Tenant Wellbeing 
Community Engagement 
Community Security 
Household Running Costs 
Water Consumption 
CO2 Emissions 
Material Use & Sourcing 
Pollution 
Waste 
Energy 
Asset Value 
Future Exposure & Risk 
Climate Change 
Whole Life Costing 
Figure 4.2 Performance Toolkits 
 
Box 3 Simply knowing that a house / component is under-performing is not enough to justify 
maintenance intervention. In many cases under-performance may be a symptom and not the cause 
(e.g. an above expected consumption of energy could be the result of poor levels of thermal insulation, 
or the life style of the tenant, or both). Triangulating performance data to establish the cause of under-
performance should help establish the most appropriate cause of action whilst managing tenant 
expectations at the same time. 
 
The performance based maintenance model suggests a number of inquiry toolkits be used such as 
qualitative analyses (interviews, surveys and case study reports) which will seek to identify whether 
underperformance is unique (i.e. to a specific house) or systemic (across a number of house units). 
Statistical and experiential toolkits using quantitative analyses (e.g. level of repairs analysis) will seek 
to identify underlying patterns in responsive maintenance actions (e.g. to identify components that 
have a higher than expected failure rate) and Whole Life Costing and Portfolio Analysis will consider 
the impact of the physical state of the house on portfolio asset value. Finally, Design Toolkits (Root 
Cause analysis; Failure Mode Effects Analysis; etc) will seek to relate the reasons for an 
underperforming house to building issues (e.g. problems with building components or in design 
philosophy). These analysis toolkits (Figure 4.3) are similar in approach to the Integrated Logistics 
Support toolkits suggested by El-Haram & Horner (2002). What the interviews determined was that 
many landlords are already using these kinds of toolkits (for a variety of reasons – to satisfy 
organisational and regulatory requirements) but because they don’t have clear well defined 
maintenance goals they are used in a fragmented way.  
 
Inquiry (Unique or Systemic Issues) Design Statistics Experimental 
Interviews 
Surveys 
Case Study Reports 
Root Cause Analysis 
Failure Mode Effects Analysis 
Repairs Analysis 
Whole Life Costing 
Portfolio Analysis 
Design Toolkits are similar to those identified in Integrated Logistics Support Toolkits suggested by 
El-Haram & Horner (2003) 
Figure 4.3. Analysis Toolkits 
 
Box 4 Following the analysis of an underperforming house / component an Action Statement should 
be produced which clearly articulates the problem and the expected improvements. In essence it forms 
a project brief against which potential solutions can be proposed and evaluated. This will help 
maintenance managers evaluate the facts, (examine the positives and negatives), structure decisions 
which can be re-evaluated and communicated to other members of the team and board/council 
members. The Action Statement should be used to incorporate the non-financial benefits of a 
particular cause of action as a means of addressing some of the current shortfalls of whole life cycle 
costing by way of addressing the triple bottom line of sustainability.  
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Box 5 One of the complaints with the traditional social housing maintenance model is that  approaches 
to priority setting are often simplistic with subjective elements introduced into the decision-making 
process making it difficult for maintenance managers to justify their decisions (Shen et al, 1998) to 
others. To this end it is proposed that a multi-criteria approach to maintenance planning to taken. This 
would not only accommodate a much wider range of criteria than is currently considered (including 
non-financial benefits of a maintenance action) but the AHP model can help assess objective as well as 
subjective data in a repeatable and transparent manner. In this way priority setting would be able to 
fully incorporate life-cycle costs.  
 
The modeling toolkits described above will not only allow alternative solution scenarios to be assessed 
against a range of sustainability criteria reflecting the strategic objectives of the social landlord but 
will also be able to consider the consequences of inaction to ensure that the most appropriate 
maintenance strategy is identified. 
 
Box 6 Whilst the traditional social housing maintenance model implies that a feedback loop exists, in 
reality this is rarely the case which means the same mistakes keep reappearing and no learning takes 
place within the design process (Arditi & Nawakorawit, 1999) 
 
Therefore this research recommends that a set of toolkits should be established (e.g. performance 
indicators, tenant feedback etc) to compare actual improvements in performance (that result from the 
maintenance intervention) against the improvement requirements contained in the action statement. 
The results of the feedback will inform future problem identification and ultimately future housing 
design. The use of KPIs and collection of tenant feedback are primary functions undertaken by Social 
landlords so a radical departure from current practices is not required. However the results of the 
interviews suggest that existing KPIs will need to be revised as a far wider set of criteria has been 
identified for the inclusion of the sustainability agenda. 
 
4.7 Multi-Criteria Decision Making and Social Housing Maintenance 
The Action Research Project with a Housing Association in North London will be used to develop the 
theoretical sustainable maintenance model into a working model. The working model will be verified 
by re-surveying approximately 100 properties using the toolkits established during workshops with the 
Housing Association at the model development stage. The data collected via the re-survey of 
properties will be used to build the AHP multi-criteria maintenance model to help maintenance 
managers determine the most appropriate maintenance programme ensuring the sustainability agenda 
is firmly placed at the heart of decision making.  
 
We believe that the AHP approach can help maintenance managers evaluate the facts, (examine the 
positives and negatives) and structure decisions which can be re-evaluated and communicated to other 
members of the team. AHP is an aid to decision making, it does not remove the responsibility of 
making that final decision for works to be carried out away from the team.  
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5 Conclusions 
The interviews sought to address 2 key research questions; what is the range of criteria that social 
housing maintenance managers need to address when assessing the sustainability of their existing social 
housing? and how can this criteria be integrated into a decision making model that is robust and 
defendable? 
 
Whilst the sustainability agenda has started to impact the way housing maintenance managers 
perceive the performance of their social housing, it is clear that the current approach to social housing 
maintenance does not fully address the social, environmental and economic aspects of sustainability. 
When queried, housing maintenance managers would wish to consider a wider range of criteria than is 
currently used to plan maintenance works via the DHS.  
 
To ensure continued improved quality and sustainability of the existing built environment a new 
maintenance model is needed which is based on the performance of a building in use rather than on its 
condition per se. This will require new knowledge to be generated at each stage of the maintenance / 
operational process. Maintenance managers will need to move away from the use of a (predominantly) 
single, subjective criteria model to a multi-criteria model which includes a holistic examination of the 
root cause of the problems and the technical and business solutions required to ensure the business 
case for action needs is established. 
 
Central to the new maintenance model is a set of KPIs which will be required to reflect the unique 
position of individual social housing landlords and how they interpret the sustainability agenda. 
Whilst many criteria can be measured not all are relevant and so careful consideration must be given 
to the suite of KPIs which cover the triple bottom line of sustainability (economic, environmental and 
social) so that they break down perceived barriers and can be used to improve tenant satisfaction and 
staff motivation.  
 
The authors of this research concur with that undertaken by Horner et al (2003) and Olubodun (2001). 
If the maximum benefit is to be realised from limited resources, tenant lifestyle and behaviour must be 
taken into account during property management planning. 
 
In order for sustainable maintenance practices to be ingrained at the centre of social housing asset 
management, staff must have the “knowledge of what is happening, an understanding of why it is 
happening, an understanding of why it is happening, a vision of how things must be, a strategy to 
realise that vision, and a commitment to overcome obstacles” (Atkinson, 2008) This is the approach 
this research advocates with the proposed performance based sustainable maintenance model in 
combination with the multi-criteria modeling toolkit. 
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